DAFTAR PUSTAKA

AR., A., & Juni, M. H. (2018). Healthcare Market In Southeast Asia Region:
Structure and Competition. International Journal of Public Health and
Clinical Sciences, 5(5), 1-15. https://doi.org/10.32827/ijphcs.5.5.1

Abdullah, M. T., & Hakim, B. A. (2011). Lingkungan Fisik dan Angka Kuman
Udara Ruangan di Rumah Sakit Umum Haji Makassar, Sulawesi Selatan.
Kesmas: National Public Health Journal, 5(5), 206.
https://doi.org/10.21109/kesmas.v5i5.128

Adisasmito, W. (2008). Kebijakan Standar Pelayanan Medik dan Diagnosis Related
Group ( DRG ), Kelayakan Penerapannya di Indonesia. Fakultas Kesehatan
Masyarakat, Universitas Indonesia, 2-24.

Aflah, R. (1992). Kepuasan pengunjung usia lanjut pada pelayanan pengobatan
puskesmas Kelurahan di Kotamadya Jakarta Timur.

Afqary, M., & Wiyanti, D. (2018). Evaluasi Waktu Tunggu Pelayanan Resep
Racikan Poli Spesialis Anak Pasien Bpjs Di Rumah Sakit Medika Dramaga
Bogor. Jurnal Farmamedika (Pharmamedica Journal), 3(2), 68-72.
https://doi.org/10.47219/ath.v312.49

Afrilianti, A. N. (2016). Kepuasan Pasien Terhadap Mutu Pelanyanan Rawat Inap
Berdasarkan Metode Servqual di RUSD Cilegon Tahun 2014.

Ahmad Zamil, A. M., Areiqat, A. Y., & Tailakh, W. (2012). The Impact of Health
Service Quality on Patients’ Satisfaction over Private and Public Hospitals in
Jordan: A Comparative Study. International Journal of Marketing Studies,

4(1). https://doi.org/10.5539/ijms.v4n1p123

149



Aiken, L. H., Sermeus, W., Van Den Heede, K., Sloane, D. M., Busse, R., McKee,
M., ... Kutney-Lee, A. (2012). Patient safety, satisfaction, and quality of
hospital care: Cross sectional surveys of nurses and patients in 12 countries in
Europe and the United States. BMJ (Online), 344(7851), 1-14.
https://doi.org/10.1136/bmj.e1717

Al-Abri, R., & Al-Balushi, A. (2014). Patient Satisfaction Survey as a Tool
Towards Quality Improvement. Oman Medical Journal, 29(1), 3-7.
https://doi.org/10.5001/0m;j.2014.02

Al-Refaie, A. (2012). A Structural Model to Investigate Factors Affect Patient
Satisfaction and Revisit Intention in Jordanian Hospitals. International
Journal of Artificial Life Research, 2(4), 43-56.
https://doi.org/10.4018/jalr.2011100105

Alwy, S. N. A. (2018). Analisis Kepuasan Pasien Rawat Inap Dirumah Sakit
Pemerintah (Rsud Haji Makassar).

Amalina, F., & Widiarsih, E. (2019). Kepuasan Pelanggan Laboratorium Genetika
Molekuler Fakultas Kedokteran Unpad (Customer Satisfaction in Moleculac
Genetic Laboratorium Fk Unpad). Kandaga— Media Publikasi Ilmiah Jabatan
Fungsional Tenaga Kependidikan, 1(1). Diambil dari
http://jurnal.unpad.ac.id/kandaga/article/view/20739

An-Nafi, A. F. (2009). Pengaruh Kenyamanan Lingkungan Fisik Ruang Rawat Inap
Kelas III Terhadap Kepuasan Pasien di RSUI Kustati Surakarta. Program
Diploma IV Kesehatan Kerja Fakultas Kedokteran Universitas Sebelas Maret

Surakarta, 1-46. Diambil dari http://eprints.uns.ac.id/4481/

150



Anisah, Z., Hasanmihardja, M., & Setiawan, D. (2010). Pengaruh Pelayanan
Kefarmasian terhadap Kepuasan Konsumen Apotek di Wilayah Purwokerto.
Jurnal Farmasi Indonesia, 07(01), 46-52.

Anjaryani, W. D. (2009). Kepuasan Pasien Rawat Inap terhadap Pelayanan Perawat
di RSUD Tugurejo Semarang.

Arlen, D. (2009). Pengaruh Lingkungan Fisik dan Antrian Pelayanan Terhadap
Kepuasan Konsumen.

Armstrong, M. (2006). Performance Mangement. BMC Public Health (Vol. 5).
Diambil dari
https://ejournal.poltektegal.ac.id/index.php/siklus/article/view/298%0Ahttp://
repositorio.unan.edu.ni/2986/1/5624.pdf%0Ahttp://dx.doi.org/10.1016/j.jana.
2015.10.005%0Ahttp://www.biomedcentral.com/1471-
2458/12/58%0Ahttp://ovidsp.ovid.com/ovidweb.cgi?T=JS&P

Arsanam, P., & Yosuapronpaiboon, K. (2014). The Relationship between Service
Quality and Customer Satisfaction of Pharmacy Departments in Public
Hospitals. International Journal of Innovation, Management and Technology,
5(4). https://doi.org/10.7763/ijimt.2014.v5.524

Belay, M. (2013). HIV/AIDS Patients’ Satisfaction on ART Laboratory Service in
Selected Governmental Hospitals, Sidamma Zone, Southern Ethiopia. Science
Journal of Public Health, 1(2), 85.
https://doi.org/10.11648/j.sjph.20130102.16

Bilkish, P., Sangita, S., Prakash, A., & Manjunath, K. (2012). a Cross-Sectional

Study of Patient’S Satisfaction Towards Services Received At Tertiary Care

151



Hospital on Opd Basis. National journal of ..., 3(2), 232-237. Diambil dari
http://search.ebscohost.com/login.aspx?direct=true&profile=ehost&scope=sit
e&authtype=crawler&jrnl=09763325& AN=83333142&h=ThkFEy4iFtFYrrg
m/XnqJaPUz1J4vqoGrq4dy3/1gA1xVFobqdrMppQ4ECFckcFItxCEv9G4/rn
SwkTRJZ3YJQ==&crl=c

Chen, H., Li, M., Wang, J., Xue, C., Ding, T., Nong, X., ... Zhang, L. (2016).
Factors influencing inpatients’ satisfaction with hospitalization service in
public hospitals in Shanghai, People’s Republic of China. Patient Preference
and Adherence, 10, 469—-477. https://doi.org/10.2147/PPA.S98095

Choi, Y. S., Lawler, E., Boenecke, C. A., Ponatoski, E. R., & Zimring, C. M. (2011).
Developing a multi-systemic fall prevention model, incorporating the physical
environment, the care process and technology: A systematic review. Journal
of Advanced Nursing, 67(12), 2501-2524. https://doi.org/10.1111/j.1365-
2648.2011.05672.x

Dubey, A., & Gupta, S. (2015). Characteristics of Communication of Doctors
During Consultation. Asian Journal of Social Sciences, Arts and Humanities,
3(2), 35-43. Diambil dari www.multidisciplinaryjournals.com

Elbashir, A. A., & Aboul-Enein, H. Y. (2010). Applications of capillary
electrophoresis with capacitively coupled contactless conductivity detection
(CE-C4D) in pharmaceutical and biological analysis. Biomedical
Chromatography, 24(10), 1038—1044. https://doi.org/10.1002/bmc.1417

Fadlun. (2017). Sistem Pelayanan Administrasi Rekam Medik Rawat Inap di

Rumah Sakit Umum Daerah (RSUD) Poso. Jurnal Katalogis, 5(3), 12-21.

152



Diambil dari https://media.neliti.com/media/publications/190319-ID-
none.pdf

Farihah, N. L. (2016). Hubungan Mutu Pelanyanan Perawat dengan Tingkat
Kepuasan Pasien di Ruang Rawat Inap Kelas III RS PKU Muhmammadiyah
Bantul Yogyakarta.

Fenny, A. P. okua., Enemark, U., Asante, F. A., & Hansen, K. S. (2014). Patient
satisfaction with primary health care - a comparison between the insured and
non-insured under the National Health Insurance Policy in Ghana. Global
Jjournal of health science, 6(4), 9-21. https://doi.org/10.5539/gjhs.v6n4p9

Firdaus, Z., & Muhlisin, A. (2010). Analisis faktor yang berhubungan dengan
kepuasan pasien rawat inap di rumah sakit islam surakarta. Jurnal Berkala
Ilmiah Kesehatan, 3(3), 157-173. Diambil dari
https://publikasiilmiah.ums.ac.id/xmlui/handle/11617/3613

Fontanesi, J., De Guire, M., Chiang, J., Holcomb, K., & Sawyer, M. (2000).
Applying workflow analysis tools to assess immunization delivery in
outpatient primary care settings. The Joint Commission journal on quality
improvement, 26(11), 654-660. https://doi.org/10.1016/S1070-
3241(00)26056-2

Gourley, G. K., Gourley, D. R., Rigolosi, E. L. M., Reed, P., Solomon, D. K., &
Washington, E. (2001). Development and Validation of the Eyelash
Satisfaction Questionnaire. Aesthetic Surgery Journal, 36(2), 221-228.
https://doi.org/10.1093/asj/sjv154

Grogan, S., Conner, M., Norman, P., Willits, S., & Porter, 1. (2000). Validation of

153



a Questionnaire Measuring Patient Satisfaction with General Practitioner
Service. Indonesian Journal of Electrical Engineering and Computer Science,
7(2), 415-425. https://doi.org/10.11591/ijeecs.v7.i2.pp415-425

Ha, J. F., Hons, M., Anat, D. S., Longnecker, N., Charles, S., & Hospital, G. (2010).
Doctor-Patient Communication : A Review, 38-43.

Hafid, M. A. (2014). Hubungan Kinerja Perawat Terhadap Tingkat Kepuasan
Pasien Pengguna Yankestis dalam Pelayanan Keperawatan di RDUD Syech
Yusuf Kab. Gowa. Jurnal Kesehatan, VII(2), 1-8.

Hakim, L., Prihantanto, F. S. 1., & Rusli, M. (2019). Pengalaman Belajar
Mabhasiswa Kedokteran Dalam Penggunaan Rekaman Kuliah Sebagai Media
Pembelajaran. Jurnal Pendidikan Kedokteran Indonesia: The Indonesian
Journal of Medical Education, 8(3), 120. https://doi.org/10.22146/jpki.31297

Hardiyanti, R., & Permana, 1. (2019). Straregi Coping Terhadap Stress Kerja Pada
Perawat Di Rumah Sakit: Literatur Review. Jurnal Keperawatan
Muhammadiyah, 73-81.

Harjito. (2016). Analisis Penyusunan Patient Safety Phatway Coronary Artery
Disease (CAD) Pro Percutaneous Coronary Intervention (PCI) di Instalasi
Brain and Heart Centre RS Dr. Moh. Hoesin Palembang Tahun 2015. Jurnal
Administrasi Rumah Sakit Indonesia, 2, 231-241.

Hendrawan. (2017). Analisis Strategi Komunikasi Dalam Peningkatan Kualitas
Hasil Layanan di NIssan Puri Indah (Studi Kasus Pengunaan Email sebagai
Hot Alert dalam Menentukan Kebijakan Pasca Guna Jasa), 7(1), 1-13.

Huda, A. S., & Farida, 1. (2013). Pengaruh Pelayanan, Promosi, dan Lokasi

154



Terhadap Kepuasan Konsumen Toko Joko Elektronik di Pati. Ekonomi, 6.

Ilmawan, M. D., Wulandari, D. S., & Fitriani, F. (2017). Peran Gaya
Kepemimpinan dan Kompensasi dalam Mempengaruhi Kinerja yang
Dimediasi oleh Kepuasan Kerja. Jurnal Ekonomi Modernisasi, 13(1), 37.
https://doi.org/10.21067/jem.v13i1.1745

Immas, H. A. P., Saryadi, & Dewi, R. S. (2013). Pengaruh Kualitas Pelayanan
Terhadap Kepuasan Pasien di Rumah Sakit Islam Kota Magelang.

Jenkinson, M., Bannister, P., Brady, M., & Smith, S. (2002). Improved
Optimization for the Robust and Accurate Linear Registration and Motion
Correction of Brain Images. Neurolmage, 17(2), 825-841.
https://doi.org/10.1006/nimg.2002.1132

Karuniawati, H., Hapsari, I. G., Arum, M., Aurora, A. T., & Wahyono, N. A.
(2016). Evaluasi Pelaksanan Standar Pelayanan Minimal (Spm) Farmasi
Kategori Lama Waktu Tunggu Pelayanan Resep Pasien Rawat Jalan Di Rsud
Kota Salatiga. Kartika Jurnal Ilmiah Farmasi, 4(1).
https://doi.org/10.26874/kjif.v4i1.53

Kasnodihardjo. (1993). Langkah-langkah Menyusun Kuesioner. Media Penelitian
dan Pengembangan Kesehatan, 3(02 Jun).
https://doi.org/10.22435/mpk.v3i02Jun.937. 43

Khudair, I. F., & Raza, S. A. (2013). Measuring patients’ satisfaction with
pharmaceutical services at a public hospital in Qatar. International Journal of
Health Care Quality Assurance, 26(5), 398-4109.

https://doi.org/10.1108/IJHCQA-03-2011-0025

155



Kondrad, E. C., Reed, A. J., Simpson, M. J., & Nease, D. E. (2018). Lack of
communication about medical marijuana use between doctors and their
patients. Journal of the American Board of Family Medicine, 31(5), 805-808.
https://doi.org/10.3122/jabfm.2018.05.170462

Kraska, J., & Morecorft, C. W. (2013). Patiens’ use of information about medicina
side effects in relation to experiences of suspected adverse drug reaction: A
cross-sectional survey in medical in-patients. European Journal of Social
Psychology, 40(2), 366-374.

Kuswoyo, C., & Tjahyadi, R. A. (2017). Dimensi-Dimensi Kualitas Layanan:
Pengujian Model Kualitas Layanan Dari Perspektif Europa. Jurnal
Manajemen Maranatha, 17(1), 71. https://doi.org/10.28932/jmm.v17i1.413

Kuzari, D., Biderman, A., & Cwikel, J. (2013). Attitudes of women with breast
cancer regarding the doctor-patient relationship. European Journal of Cancer
Care, 22(5), 589-596. https://doi.org/10.1111/ecc.12063

Lai, J., Ma, S., Wang, Y., Cai, Z., Hu, J., Wei, N., ... Hu, S. (2019). Factors
Associated With Mental Health Outcomes Among Health Care Workers
Exposed to Coronavirus Disease 2019. JAMA network open, 3(3), €203976.
https://doi.org/10.1001/jamanetworkopen.2020.3976

Leaf, D. E., Homel, P., & Factor, P. H. (2010). Relationship between ICU design
and mortality. Chest, 137(5), 1022—-1027. https://doi.org/10.1378/chest.09-
1458

Leiter, M. P., Harvie, P., & Frizzell, C. (1998). The correspondence of patient

satisfaction and nurse burnout. Social Science and Medicine, 47(10), 1611—

156



1617. https://doi.org/10.1016/S0277-9536(98)00207-X

Lestari, T. R. P. (2014). Pendidikan Keperawatan: Upaya Menghasilkan Tenaga
Perawat Berkualitas. Nursing Education-Aspirasi, 5(1), 1-10.

Madonni, S., Erwin, & Woferst, R. (2015). Hubungan Penerapan Metode Tim
dengan Rencana Asuhan Keperawatan Pasien diruanh Rawat Inap. Cybrarians
Journal, 2(37), 1-31. https://doi.org/10.12816/0013114

Maharani, D. N., Mukaddas, A., & Indriani. (2016). Analisis Pengaruh Kepuasan
Pasien Terhadap Kualitas Pelayanan Resep Di Apotek Instalasi Farmasi Badan
Rumah Sakit Daerah Luwuk Kabupaten Banggai (The Analysis Of Patient
Satisfaction Impact Towards The Quality Of prescription Service In
Dispensary Of Phar. GALENIKA Journal of Pharmacy, 2(2), 111-117.

Mahendradhata, Y., Trisnantoro, L., Listyadewi, S., Soewondo, P., MArthias, T.,
Harimurti, P., & Prawira, J. (2017). The Republic of Indonesia Health System
Review (Vol. 7).

Maulana, Z. (2016). Pengaruh Kualitas Pelayanan Medis, Paramedis dan Penunjang
Medis terhadap Kepuasaan Pasien Rawat Inap di Rumah Sakit Harapan Bunda
Banda Aceh. Jurnal Manajemen dan Keuangan Unsam, 5(1), 516-524.

Mayasari, F. (2016). Analisis Hubungan Waktu Pelayanan dan Faktor Total Quality
Service Terhadap Kepuasan Pasien di Poliklinik Kebidanan dan Kandungan
RSTA Anugerah Medical Centre Kota Metro Tahun 2015. Jurnal ARSI, 2(3),
214-230.

Mead, N., & Bower, P. (2000). Patient-centredness: A conceptual framework and

review of the empirical literature. Social Science and Medicine, 51(7), 1087—

157



1110. https://doi.org/10.1016/S0277-9536(00)00098-8

Menteri Kesehatan Republik Indonesia. (2012). Permenkes Nomor 012 Tahun
2012 :Akreditasi Rumah Sakit.

Menteri Kesehatan Republik Indonesia. (2014a). Peraturan Menteri Kesehatan
Republik Indonesia Nomer 58 Tahun 2014. Research Policy, 9(2), 155-162.
Diambil dari
http://dx.doi.org/10.1016/j.respol.2011.09.003%0Ahttps://doi.org/10.1016/;.
worlddev.2020.104995%0Ahttp://dx.doi.org/10.1016/j.worlddev.2009.12.01
1%0Ahttp://publicaciones.eafit.edu.co/index.php/ecos-
economia/article/view/1969/1978%0Ahttps://doi.org/10.1016

Menteri Kesehatan Republik Indonesia. (2014b). Peraturan Menteri Kesehatan
Republik Indonesia Nomor 35 Tahun 2014, 8(33), 44.

Menteri Kesehatan Republik Indonesia. (2015). Peraturan Menteri Kesehatan
Republik Indonesia Nomor 10 Tahun 2015, (1993), 24. Diambil dari
http://ridum.umanizales.edu.co:8080/jspui/bitstream/6789/377/4/Munoz_Zap
ata_Adriana Patricia_ Articulo 2011.pdf

Mosadeghrad, A. M. (2013). Obstacles to TQM success in health care systems.
International Journal of Health Care Quality Assurance, 26(2), 147-173.
https://doi.org/10.1108/09526861311297352

Mugianti, S. (2016). Manajemen dan Kepemimpinan dalam Praktek Keperawatan.
BMC Public Health, 5(1), 1-8. Diambil dari
https://ejournal.poltektegal.ac.id/index.php/siklus/article/view/298%0Ahttp://

repositorio.unan.edu.ni/2986/1/5624.pdf%0Ahttp://dx.doi.org/10.1016/j.jana.

158



2015.10.005%0Ahttp://www.biomedcentral.com/1471-
2458/12/58%0Ahttp://ovidsp.ovid.com/ovidweb.cgi? T=JS&P

Mulyati, Susanti, E., Aryati, S., Mardhotillah, E., Maftukhah, Sulistyowati, G., ...
PH, L. (2020). Level of Patient Satisfaction in Receiving Service Nursing
Care, 12(1), 57-62.

Nasir, W., Santosa, B., & Heriyanti, E. (2017). Hubungan Kualitas Pelayanan
Laboratorium dengan Kepuasan Pasien Pengguna BPJS Kesehatan di Rumah
Sakit Umum Arifin NU’mang Sidrap Provinsi Sulawesi Selatan, 5.

Novitasari, A., Hidayat, M., & Kaporina, A. (2014). Kepuasan Pasien Rawat Inap
terhadap Pelayanan Keperawatan di RSUP Dr. Kariadi Semarang. Jurnal
Kedokteran Muhammadiyah, 3(1). Diambil dari
https://jurnal.unimus.ac.id/index.php/kedokteran/article/view/2553

Nurjanah, 1., Maramis, F. R. ., & Engkeng, S. (2016). Hubungan Antara Waktu
Tunggu Pelayanan Resep Dengan Kepuasan Pasien Di Apotek Pelengkap
Kimia Farma Blu Prof. Dr. R.D. Kandou Manado. Pharmacon, 5(1), 362—370.
https://doi.org/10.35799/pha.5.2016.11379

Papastavrou, E., Andreou, P., & Efstathiou, G. (2014). Rationing of nursing care
and nurse-patient outcomes: A systematic review of quantitative studies.
International Journal of Health Planning and Management, 29(1), 3-25.
https://doi.org/10.1002/hpm.2160

Peer, M., & Mpinganjira, M. (2011). Understanding service quality and patient
satisfaction in private medical practice: A case study. African Journal of

Business Management, 509), 3690-3698.

159



https://doi.org/10.5897/AJBM10.1559

Pefriyanti, D. (2017). Pengaruh Fasilitas Ruang Rawat Inap terhadap Tingkat
Kepuasan Pasien Rumah Sakit Pemerintah di Kota BATAM.

Pohan, V. Y., Gayatri, D., & Hidayati, E. (2018). Pengalaman Perawat Kepala
Ruang Tentang Pelaksanaan Model Delegasi Keperawatan ’Relactor’
(MDK’R’).  Jurnal  Keperawatan  Indonesia,  21(3), 189-198.
https://doi.org/10.7454/jki.v2113.669

Pramita, C., D.H, A. F., & Hidayat, K. (2015). Pengaruh Servicescape (Lingkungan
Layanan) terhadap Kepuasan dan Dampaknya pada Loyalitas Nasabah (Survei
Pada Nasabah Tabungan Simpeda Pt. Bank Pembangunan Jawa Timur Tbk.
Kantor Cabang Kediri). Jurnal Administrasi Bisnis S1 Universitas Brawijaya,
26(2), 86306.

Primaguna, M. R. (2018). Pengaruh Mutu Pelayanan terhadap Minat Pemanfaatan
Kembali Layanan Rawat Inap di RUSD Kota Kendari, 2, 227-249.

Purwanto, J., & Furiandini, P. (2012). Tinjuan Kepuasan Pelayanan Pasien Rawat
Jalan di Balai Besar Kesehatan Paru Masyarakat (BBKPM) Surakarta, 2(1),
28-39.

Putri, D. R. (2017). Pengaruh Kualitas Pelayanan Kefarmasian terhadap Kepuasan,
Kepercayaan, & Loyalitas Konsumen Apotek. Indonesian Journal for Health
Sciences, 1(1), 23. https://doi.org/10.24269/ijhs.v1i1.381

Radito, T. (2014). Analisis Pengaruh Kualitas Pelayanan Dan Fasilitas Kesehatan
Terhadap Kepuasan Pasien Puskesmas. Jurnal Ilmu Manajemen, 11(2), 1-25.

https://doi.org/10.21831/jim.v11i2.11753

160



Raftopoulos, V. (2005). A grounded theory for patients’ satisfaction with quality of
hospital care. ICUs & Nursing Web Journal, April-June(22), 1-15.

Ramsaran-Fowdar, R. R. (2005). Identifying Health Care Quality Attributes.
Journal of Health and Human Services Administration, 27(4), 428—443.

Reyhan, A. (2013). Analisis Pengaruh Kualitas Pelayanan, Fasilitas dan
Kepercayaan Terhadap Kepuasan Konsumen. Ekonomika, (2), 12-39. Diambil
dari http://eprints.undip.ac.id/42142/ diakses tanggal 17 juni2020

Rosmalia, D., & Sriani, Y. (2017). Bahan Ajar Keperawatan Gigi: Sosiologi
Kesehatan. BMC  Public  Health, 5(1), 1-8. Diambil dari
https://ejournal.poltektegal.ac.id/index.php/siklus/article/view/298%0Ahttp://
repositorio.unan.edu.ni/2986/1/5624.pdf%0Ahttp://dx.doi.org/10.1016/j.jana.
2015.10.005%0Ahttp://www.biomedcentral.com/1471-
2458/12/58%0Ahttp://ovidsp.ovid.com/ovidweb.cgi?T=JS&P

Saputri, T. R. (2016). Analisis Pelayanan Terhadap Kepuasan Pasien Rawat Inap
Di Rumah Sakit Umum Daerah Banyumas Skripsi. Unnes.

Schubert, M., Glass, T. R., Clarke, S. P., Aiken, L. H., Schaffert-Witvliet, B.,
Sloane, D. M., & De Geest, S. (2008). Rationing of nursing care and its
relationship to patient outcomes: The Swiss extension of the International
Hospital Outcomes Study. International Journal for Quality in Health Care,
20(4), 227-237. https://doi.org/10.1093/intghc/mzn017

Sekarini, & Ayu, R. W. (2018). Pengalaman Pasien Rawat Inap Pada Penerapan
Patient Centered Care Di Rumah Sakit Estomihi Medan Tahun 2018.

Repositori Institusi UNSU. Diambil dari http://repositori.usu.ac.id

161



Setyawan, F. E. B. (2017). Komunikasi Medis: Hubungan Dokter-Pasien. Jurnal
Berkala llmiah Kedokteran dan Kesehatan, 1(4), 51-57.

Shafiq, M., Naecem, M. A., Munawar, Z., & Fatima, 1. (2017). Service Quality
Assessment of Hospitals in Asian Context: An Empirical Evidence from
Pakistan. Inquiry (United States), 54.
https://doi.org/10.1177/0046958017714664

Sharma, J. K., & Narang, R. (2011). Quality of healthcare services in rural India:
The user perspective. Vikalpa, 36(1), 51-60.
https://doi.org/10.1177/0256090920110104

Silaen, D. J. A., & Alferraly, 1. (2019). Hubungan komunikasi efektif dokter-pasien
terhadap tingkat kepuasan pasien dalam pelayanan medik. Intisari Sains
Medis, 10(2), 334-337. https://doi.org/10.15562/ism.v10i3.387

Skolnick, B. E., Maas, A. 1., Narayan, R. K., van der Hoop, R. G., MacAllister, T.,
Ward, J. D., ... Stocchetti, N. (2014). A Clinical Trial of Progesterone for
Severe Traumatic Brain Injury. New England Journal of Medicine, 371(26),
2467-2476. https://doi.org/10.1056/nejmoal411090

Snow, R., Humphrey, C., & Sandall, J. (2013). What happens When patients know
more than their doctors? Experiences of health interactions after diabetes
patient education: A qualitative patient-led study. BMJ Open, 3(11), 1-8.
https://doi.org/10.1136/bmjopen-2013-003583

Stern, A. L., MacRae, S., Gerteis, M., Harrison, T., Fowler, E., Edgman-Levitan,
S., ... Ruga, W. (2003). Understanding the consumer perspective to improve

design quality. Journal of Architectural and Planning Research, 20(1), 16-28.

162



Sulaiman, H. (2017). Pengaruh Pelayanan Administrasi terhadap Kepuasan Pasien
di Klinik Pratama Hamida Tanjung Morawa, 4—6.

Sumah, D. F. (2018). Hubungan Pengetahuan Perawat dengan Pelaksanaan
Discharge Planning di RSUD DR. M. Haulussy Ambon. Analisis pendapatan
dan tingkat kesejahteraan rumah tangga petani, 53(9), 1689—1699.

Supriyana, Susanto, E., [rmawati, Sunindya, B. R., Gunawan, A. T., & Rajiani, L.
(2019). Evaluation of the Health Policy Implementation of Indonesian Social
Insurance Administration Organization in Primary Helath Care Facilities, §(4),
581.

Surmiyati, & Rosyidah. (2011). Implementasi Program Pelayanan Administrasi
Terpadu Rumah Sakit. Jurnal Manajemen Pelayanan Kesehatan, 14(03), 139—
143.

Suryawati, C., Dharminto, & Shaluhiyah, Z. (2006). Penyusunan Indikator
Kepuasan Pasien Rawat Inap Rumah Sakit di Provinsi Jawa Tengah. Jurnal
Manajemen Pelayanan Kesehatan, 4(9), 177-184.

Swan, G. E., McAfee, T., Curry, S. J., Jack, L. M., Javitz, H., Dacey, S., &
Bergman, K. (2003). Effectiveness of Bupropion Sustained Release for
Smoking Cessation in a Health Care Setting: A Randomized Trial. Archives of
Internal Medicine, 163(19), 2337-2344.
https://doi.org/10.1001/archinte.163.19.2337

Syafridayani, F. (2019). Kolaborasi Perawat Dengan Tim Medis Lain Untuk
Mencapai Keselamatan Pasien. https://doi.org/10.31219/0sf.i0/jr7ks

Tampubolon, S. (2019). Meningkatkan Keamanan Dan Kenyamanan Di Rumah

163



Sakit Demi Meningkatkan Derajat Kesehatan Pasien.
https://doi.org/10.31227/0sf.i0/zyx65

Tanudjaya, P. K. (2014). Pengaruh Kualitas Pelayanan Klinik Gigi Terhadap
Kepuasan dan Kepercayaan Pasien Sehingga Meningkatkan Keinginan Untuk
Berobat Kembali.

Tervo-Heikkinen, T., Partanen, P., Aalto, P., & Vehvildinen-Julkunen, K. (2008).
Nurses’ work environment and nursing outcomes: A survey study among
finnish university hospital registered nurses. International Journal of Nursing
Practice, 14(5), 357-365. https://doi.org/10.1111/j.1440-172X.2008.00707.x

Tjiptono, F. (2012). Service managemen: Mewujudkan Layanan Prima, 1-19.

Trivedi, R., & Jagani, K. (2018). Perceived service quality, repeat use of healthcare
services and inpatient satisfaction in emerging economy: Empirical evidences
from India. International Journal of Pharmaceutical and Healthcare
Marketing, 12(3), 288-306. https://doi.org/10.1108/IJPHM-11-2017-0065

Utama, A. (2003). Analisis Pengaruh Persepsi Kualitas Pelayanan Terhadap
Kepuasan Pelanggan Rumah Sakit Umum Cakra Husada Klaten. Opsi, 1(2),
1-15.

Utari, R., & Chan, A. (2018). Pengaruh Mutu Pelayanan Instalasi Farmasi Rumah
Sakit Terhadap Tingkat Kepuasan Pasien di Rumah Sakit Umum Daerah Dr.
RM Djoelham Binjai, 2(2), 93—100.

Wahyudi, Sutria, E., Ashar, M. U., & Syisnawati. (2017). Faktor-Faktor Yang
Berhubungan Dengan Perilaku Caring Perawat Di Ruang Perawatan Interna.

Jurnal of Islamic Nursing, 2(2), 83-92.

164



Wardani, D. K. (2018). Hubungan Kualitas Pelayanan Laboratorium Dengan
Dengan Tingkat Kepuasan Pasien Pronalis Di Laboratorium Klinik Simpang
Lima Husada Kabupaten Grobogan. Skripsi Universitas Muhammadiyah
Semarang.

Webb, K. (2007). Exploring patient, visitor and staff perspectives on inpatients’
experiences of care. Journal of Management & Marketing in Healthcare, 1(1),
61-72. https://doi.org/10.1179/mmh.2007.1.1.61

Wolosin, R., Ayala, L., & Fulton, B. R. (2012). Nursing care, inpatient satisfaction,
and value-based purchasing: Vital connections. Journal of Nursing
Administration, 42(6), 321-325.
https://doi.org/10.1097/NNA.0b013e318257392b

Wu, Y., Larrabee, J. H., & Putman, H. P. (2006). Caring behaviors inventory: A
reduction of the 42-item instrument. Nursing Research, 55(1), 18-25.
https://doi.org/10.1097/00006199-200601000-00003

Wulandari, F. (2016). Hubungan Antara Komunikasi Dokter-Pasien Dengan
Kepuasan Pasien Rawat Inap Di Rsud Sukoharjo. Skripsi.

You, L. ming, Aiken, L. H., Sloane, D. M., Liu, K., He, G. ping, Hu, Y., ...
Sermeus, W. (2013). Hospital nursing, care quality, and patient satisfaction:
Cross-sectional surveys of nurses and patients in hospitals in China and
Europe. [International Journal of Nursing Studies, 50(2), 154-161.
https://doi.org/10.1016/j.ijnurstu.2012.05.003

Yulia, P. R., Baga, L. M., & Djohar, S. (2016). Kepuasan Konsumen Terhadap

Pelayanan Apotek Dan Tingkat Pengetahuan Konsumen Mengenai Standar

165



Pelayanan Kefarmasian Yang Berlaku (Studi Kasus Di Kota Depok). Jurnal
Aplikasi Bisnis dan Manajemen, 2(3), 312-322.
https://doi.org/10.17358/jabm.2.3.312

Zaniarti, D. (2011). Hubungan Kualitas Pelayanan Kesehatan dengan Kepuasan
Pasien Rawat Inap Jaminan Kesehatan Masyarakat di Rumah Sakit Umum
Daerah Salatiga. Fakultas llmu Pendidikan Universitas Negeri Semarang.

Zees, R. F. (2011). Analisis Faktor Budaya Organisasi yang Berhubungan dengan
Perilaku Caring Perawat Pelaksana di Ruang Rawat Inap RSUD Prof. Dr. H.
Aloei Saboe Kota Gorontalo. Analisis factor budaya organisasi yang
berhubungan dengan perilaku caring perawat pelaksana di ruang rawat inap
RSUD.prof.dr.H.Anoei  Saboe kota gorontalo, 62. Diambil dari
www.aandan.co.cc

Zeytinoglu, I. U., Denton, M., Davies, S., Baumann, A., Blythe, J., & Boos, L.
(2007). Deteriorated External Work Environment, Heavy Workload and

Nurses’ Job Satisfaction and Turnover Interntio

166



