DAFTAR ISI

PERNYATAAN KEASLIAN TUGAS AKHIR ....cooovviiiiiiiiiiiee e il
PERSETUJUAN DOSEN PEMBIMBING TUGAS AKHIR ......cccocvvvvveiieeicnenn. iil
PERSETUJUAN TIM PENGUIJI TUGAS AKHIR .......ocoovviiiiiiiiiiieeeeeeee e iv
AB S T R A K o eeeeeeeereeeisssreeeessavesoesssnee i NNNFANY A ... vi
ABSTIRIAGTE "5 SN . ............cooneeeeeenneesonss o PRUNNRIRUNNRII S SO0, vii
KATA PENGANTAR ... et e e e e e e e e eaeeeseeaaees viii
DAETARIIS] .......... 0 i, | ............ o e . ....eceeeee B Lt X
|D)AVTVANRIC AN IR A S B S X1V
DAETAR TABEL ........cooooveueeeeess @ veeeerseeseessseenes S XV
BAB Il e n i, oo e b Y ST N e 1
PENDAHUBUAN . comr e oot s smemTrreen s s it s s s a s e evrenees 1
1.1 Latar Belakang Masalah ...........cccoooiiiiiiiiiniiiiciecsecceeseeeeeee e 1
1.2 Rumusan Masalah ......coooouueeiiiiiiiieeeeeeeeeeeeeeee e 6
1.3 Tujuan Penelitian ........ccocveiieiiiiiiiierieceeceee ettt sene e 7
1.4 Manfaat PenelItian ......ccooveeiiiiiiieeeeee e 8
1.5 Sistematika Penelitlan.........ccoooiiiiiiniiieeeeeeeeeeeeeeeee e eees 9
BAB I ..o e e e e e e e et e et e e e e et e e e et e e et eeaaeaeaan 10



2.2 Kepuasan Pasi®n..........cccociiiiiiiiiieiit et 16

2.3 Kualitas Pelayanan...........ccoocoiiiiiiiiiiieiie e 20
2.4 Penelitian Sebelumnya dan Pengembangan Hipotesis ..........ccccceevierurennenne. 26
2.4.1 Tangible Terhadap Kepuasan Pasien..........cccccocevveriinieniincieniennnen. 26
2.4.2 Reliability Terhadap Kepuasan Pasien ........ccccecceeveevieneenveneenneenne. 26
2.4.3 Responsiveness Terhadap Kepuasan Pasien ........cccccceeveevvenieennennne. 27
2.4.4 Assurance Terhadap Kepuasan Pasien ........ccceceevienieieenieneennnnne. 27
2.4.5 Empathy Terhadap Kepuasan Pasien........cccocceeveeviienieneenieneenenne. 28
2.4.6 Kepuasan Pasien Terhadap Loyalitas Pasien ..........ccceeeevvenieenennne. 28
BABHTIx SN ... SO ... e e .......... B 30
METODE PENELITIAN ... oottt 30
3.1 Desain Penelitian .......cccooeeieriiniiiiieniesecieeesce et 30
3. 2 Unit/ANANISIS ......o oot e sl It L oo 30
3.3 Tipe Renelitianes. .crmms.... Ko Lm0t e O | T .. 31
3.4 Operasional Variabel Penelitian..........cccoccoeviivieiiiiiiieniiesiecieeeeeeeeeene 31
3.4.1  Variabel Dependen ........ccccevieiieniiiiienieceeceeceeeeeee e 31
3.4.2  Variabel Independen..........ccccceevieniinienieieecieceeeeeee e 32
343 Variabel ANtara.......ccoccoooiiieieriniiieieseeeee et 32
3.5 Definisi Operasional ... ......ccccoieiiriiriinieienieeeiee e 32
3.6 Populasi dan Sampel..........c.cccviviiiieiiiiiieieeeeie e 37
3.6.1  POPULAST oottt s 37
3.6.2  SAMPEL oo e e 37

xi



3.7 Teknik Pengumpulan Data ..........c.cccoviviiieiieninieeeeeeeee e 38

3.7.1 Penentuan Besar SAmPIe.........cccoeevirienierinieieneeeeiee e 38
3.7.2 SUMDET Data...c.coieiiiiiiiiiieeeeeee et 38
3.7.3 Skala Pengukuran .........cccccoccevieriinieniieieeiceeeeee e 39
3.8 Metode ANAliSIS..cc.eerieruieiieiiieriierieete ettt 39
3.8.1 Statistik Deskriptif........ccccoooiiiiiiiiiiiiieeeen 40
3.8.2 Statistik Inferensial ............occoooiiiiiiiiiiien 40
BESRONINPLL SASEIVINS S - O . 40
3.8.2.2 Model Evaluasi........c.cccvevievienienieiienieeieeeee 41
3.8.2.3 Evaluasi Outer Model ..........ccooovevieiiiniiiiiene 41
3.8.2.4 Evaluasi Inner Model ..........cccovvvieiiiiiinieiene 42
3.8.2.5 Pengujian Hipotesis ........cceovverierienienienieniienneenne 42
3.8.2.6 Pengaruh Hipotesis Langsung ..............ccccceevveneenne. 43
BABTVATES ... VOSSR, ................ OSSR ... SR 44
HASIL PENELITIAN DAN PEMBAHASAN .....cccooctiiiiiiiieeeeeeeee 44
a. Hasil Penelitian ............cccooviiiiiiiiiiiieii et 44
1. Karakteristik Responden..........ccoceecuieiiiiiiiiiieiieiieiciee e 44
1. Statistik DesKriptif ....ccoooiiiiiiiieiieicceeeee e 45
Lo Tangible ..oooiiiiiiiiciecicceee e 45
2. Reliability ...ocvoieiiiiciee e 46
3. RESPONSIVENESS....eoviiiieiieiiieitie ettt ettt etee e sie e e eteeseeeeeeeeeee e 47
4. ASSUTANCE ..evieiiieeiiie ettt ettt tee ettt et e et e tee e ees e enneeenee e e 48
S Empathy ..o 48

Xii



6. Kepuasan Pasien.......ccccoooiiiiiiiiiiiiinieiieee e 49

7. Loyalitas Pasien........ccccoceiiiiiiiiiiiiiciecie e 50
b. Hasil Analisis data .........cccooiniiiiiiiiniiiiii e 50
1ii. Uji Evaluasi Pengukuran..........ccoccevienienieniinnienienieeieeee 51
iv. Pengujian HipotesiS......ooouiviiiiiiiiiiieiieieciceieecee e 54
V. Bembahasang M S S - SN, . 56
BAB V. e eteereeneeeeseseesreeeeeeeerene SRR . ... 58
KESIMPULAN L.ttt sttt sttt st sae 58
5.1 KESTMPUIAT 1eutieiiieiieiieieeitee ettt sbeeseeesteesaeesbeesenesane e 58
5.2 Implikasi Managerial...........c..ccooviiiiiiiiiiiiieieiet e 59
5.3 Keterbatasan Penelitian dan Saran untuk Penelitian Berikutnya ............. 61

Xiii



DAFTAR GAMBAR

halaman
Gambar 1. Tren Volume Pasien Rawat Inap RS X, Jawa Barat............ccceennee.e. 4
Gambar 2. Tren Volume Pasien Rawat Inap RS X, Jawa Barat......................... 4
Gambar 3. Revenue Rawat Inap RS X, Jawa Barat............cccoooveviinienienienenne. 5
Gambar 4. Revenue Rawat Jalan RS X, Jawa Barat.......................cccoooeee, 5

Gambar 5. Tabel Komplain Pasien di Farmasi Rawat Jalan RS X Tahun 2021..6

Gambar 6. Tipe 10Yalitas ........ccuvivuiiiiiiieiiet et 15
Gambar 7. Model kepuasan/ ketidakpuasan pelanggan...............ccceevevieniennennne. 18
Gambar 8. Konsep nilai bagi Konsumen .............ccoeeevienienienienienienieeieeeee 19
Gambar 9. Quter Model .................cccccoooiiiiioieiiiiiiiieiei s 52

Xiv



DAFTAR TABEL

halaman
Tabel 3.1 Definisi Operasional...........ccccevcveiiiriiiniieiiieieceeeeeeeee e 32
Tabel 4.1 Profil ReSPONden ........cccueviirieiiiiieiiecieceeeeeee et 45
Tabel 4.2 Deskripsi Variabel Tangible .............ccoooceeceeiiecieiiiieeieeeseeeeeenieenes 46
Tabel 4.3 Deskripsi Variabel Reliability .........ccccoeoeeveecieiieiieiieieeseeseeeeieenes 46
Tabel 4.4 Deskripsi Variabel ReSpOnSiVeness .........coucveceeceeeeeseeneeseeneeneenneennes 47
Tabel 4.5 Deskripsi Variabel ASSUTANCE ........cccccvevvierierienieeieeieeieeieeveeveeeeennes 48
Tabel 4.6 Deskripsi Variabel EMPAthy ........ccccueciecieiiecieiieieesiesieeseeeeesieesieeens 48
Tabel 4.7 Deskripsi Variabel Kepuasan Pasien .........cccccceecveeviienieeniienienieneeeeseene 49
Tabel 4.8 Deskripsi Variabel Loyalitas Pasien .........cccceceevieevieenieenieneenieneenieenne, 50
Tabel 4.9 Nilai Outer Loading ........cccovviiiiiiiiiieiieeieeiccieeeee e 52
Tabel 4.10 Nilai Fornell Larcker..........cocooiiiiiiiiiiiiieeee e 53
Tabel 4.11 Nilai Construct Reliability.............cccccovvueviiiiciiiiiiaieeieeieeieeieeie e, 53
Tabel 4.12 Model Fit ..o e 53
Tabel 4. 13 Nilal VIF. ... e 54
Tabel 4.14 Nilail R-SGUATE............coccueiiiiiieeee et 55
Tabel 4.15 Pengujian HipotesiS ........ccviirieieiiiiieiieie ettt 56

XV



	DAFTAR ISI
	DAFTAR GAMBAR
	DAFTAR TABEL

