DAFTAR PUSTAKA

Ampaw, E. M., Chai, J., Liang, B., Tsai, S.-B., & Frempong, J. (2020). Assessment on
health care service quality and patients’ satisfaction in Ghana. Kybernetes,

49(12), 3047-3068. https://doi.org/10.1108/k-06-2019-0409

Andaleeb, S. S. (1998). Determinants of customer satisfaction with hospitals: A

managerial model. International Journal of Health Care Quality Assurance,

11(6), 181-187. doi:10.1108/09526869810231541

Andaleeb, S. S. (2001). Service quality perceptions and patient satisfaction: a study of
hospitals in a developing country. Social Science & Medicine, 52(9), 1359—
1370. https://doi.org/10.1016/s0277-9536(00)00235-5

Arici, C.N., & Gucer, E. (2018). The Antecedents of Revisit Intention in Medical
Businesses. Journal of Business Research - Turk. 10. 740-757.
10.20491/isarder.2018.453. (2018). The Antecedents of Revisit Intention in
Medical Businesses. Journal of Business Research - Turk, 10(2), 740-757.
https://doi.org/10.20491/isarder.28018.453

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/}.msl.2019.2.011

Babakus, E., & Mangold, W. G. (1992). Adapting the SERVQUAL scale to hospital

services: an empirical investigation. Health services research, 26(6), 767-786.

149


https://doi.org/10.1108/k-06-2019-0409
https://doi.org/10.1016/s0277-9536(00)00235-5
https://doi.org/10.20491/isarder.2018.453
https://doi.org/10.5267/j.msl.2019.2.011

Bagozzi, R. P., Gopinath, M., & Nyer, P. U. (1999). The role of emotions in marketing.
Journal of the Academy of Marketing Science, 27(2), 184-206.
https://doi.org/10.1177/0092070399272005

Barger, V., Peltier, J. W., & Schultz, D. E. (2016). Social Media and consumer
engagement: A review and research agenda. Journal of Research in Interactive

Marketing, 10(4), 268-287. https://doi.org/10.1108/jrim-06-2016-0065

Bougie, R. & Sekaran, U. (2020). Research Methods for Business: A Skill Building
Approach (8th ed.). Wiley.

Camilleri, D., & O’Callaghan, M. (1998). Comparing public and private hospital care
service quality. International Journal of Health Care Quality Assurance, 11(4),
127-133. https://doi.org/10.1108/09526869810216052

Carlucci, D., Renna, P., & Schiuma, G. (2012). Evaluating service quality dimensions
as antecedents to outpatient satisfaction using back propagation neural network.
Health Care Management Science, 16(1), 3744,
https://doi.org/10.1007/s10729-012-9211-1

Cohen, J. (1988). Statistical Power Analysis for the Behavioral Sciences (2nd Edition)
(2nd ed.). Routledge.

Cleary, P.D. , & Edgman-Levitan, S. (1997). Health care quality. Incorporating
consumer perspectives. Journal of the American Medical Association, 278(19),

1608-1612.
Dagger, Tracey & Sweeney, J. & Johnson, Lester. (2007). A Hierarchical Model of

Health Service Quality: Scale Development and Investigation of an Integrated

Model. Journal of Service Research. 10. 10.1177/1094670507309594.

150


https://doi.org/10.1177/0092070399272005
https://doi.org/10.1108/jrim-06-2016-0065
https://doi.org/10.1108/09526869810216052
https://doi.org/10.1007/s10729-012-9211-1

Dolan, R., Conduit, J., Fahy, J., & Goodman, S. (2016). Social media engagement
behaviour: a uses and gratifications perspective. Journal of Strategic

Marketing, 24(3-4), 261-277.

Donabedian, A. (1988). The quality of care. How can it be assessed? JAMA: The
Journal of the American Medical Association, 260(12), 1743—1748.
https://doi.org/10.1001/jama.260.12.1743

Ekaterina, G. (2017). Measurement of Patient Satisfaction as a Quality Indicator of
Hospital Health Services: The Case of Outpatient Clinics in General Hospital.
Science Journal of Public Health, 5(2), 128.
https://doi.org/10.11648/j.sjph.20170502.10

Endeshaw, B. (2020). Healthcare service quality-measurement models: a review.
Journal  of  Health  Research,  ahead-of(ahead-of-print), 1-12.
https://doi.org/10.1108/jhr-07-2019-0152

Fatima, T., Malik, S. A., & Shabbir, A. (2018). Hospital Healthcare Service Quality,
patient satisfaction and Loyalty. International Journal of Quality & Reliability
Management, 35(6), 1195—-1214. https://doi.org/10.1108/ijqrm-02-2017-003 1

Fox JG, Storms DM. (1981) A different approach to sociodemographic predictors of
satisfaction with health care. Soc Sci Med;15(5): 557¢64.

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.v4916.3361

151


https://doi.org/10.1001/jama.260.12.1743
https://doi.org/10.11648/j.sjph.20170502.10
https://doi.org/10.1108/jhr-07-2019-0152
https://doi.org/10.1108/ijqrm-02-2017-0031
https://doi.org/10.18502/ijph.v49i6.3361

Hair, J. F., Risher, J. J., Sarstedt, M., & Ringle, C. M. (2019). When to use and howto
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

Hawthorne, G., Sansoni, J., Hayes, L., Marosszeky, N., & Sansoni, E. (2014).
Measuring patient satisfaction with health care treatment using the Short
Assessment of Patient Satisfaction measure delivered superior and robust
satisfaction estimates. Journal of Clinical Epidemiology, 67(5), 527— 537.
doi:10.1016/j.jclinepi.2013.12.010

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

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

Johnson, D. M., Russell, R. S., &White, S. W. (2016). Perceptions of care quality and
the effect on patient satisfaction. International Journal of Quality & Reliability

Management, 33(8), 1202—-1229. https://doi.org/10.1108/ijqgrm-08-2015-0121

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

152


https://doi.org/10.1108/ebr-11-2018-0203
https://doi.org/10.1016/j.jbusres.2019.11.069
https://doi.org/10.1007/s11747-014-0403-8
http://doi.org/10.1080/10686967.2015.11918448
https://doi.org/10.1108/ijqrm-08-2015-0121
https://doi.org/10.9734/bjast/2015/14975

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

Kementerian Kesehatan Republik Indonesia. (2021). Diakses pada Tanggal 15 Agustus
2021: http://sirs.yankes.kemkes.go.id/fo/

Karbalaei, M., Abdi, A., Malmir, R., Dehghanan, H., Pirnejad, S., & Jafari, S. (2013).
Investigating of Brand Equity on Hospital Image. Research Journal of Applied
Sciences, Engineering and Technology, 6(20), 3888-3894.
doi:10.19026/rjaset.6.3606

Kim, C. E., Shin, J.-S., Lee, J., Lee, Y. J., Kim, M.-, Choi, A. & Ha, I.H. (2017). Quality
of medical service, patient satisfaction and loyalty with a focus on
interpersonal-based medical service encounters and treatment effectiveness: a
cross-sectional multicenter study of complementary and alternative medicine
(CAM) hospitals. BMC Complementary and Alternative Medicine, 17(1), 1-12.
https://doi.org/10.1186/s12906-017-1691-6

Kim, K. H., Kim, K. S., Kim, D. Y., Kim, J. H., & Kang, S. H. (2008). Brand equity in
hospital marketing. Journal of Business Research, 61(1), 75— §2.
doi:10.1016/j.jbusres.2006.05.010

Kenagy, John & Berwick, Donald & Shore, M. (1999). Service Quality in Health Care.
JAMA : the journal of the American Medical Association. 281. 661-5.

153


https://doi.org/10.1504/ijrm.2007.011195
http://sirs.yankes.kemkes.go.id/fo/
https://doi.org/10.1186/s12906-017-1691-6

Kock, N., & Hadaya, P. (2016). Minimum sample size estimation in PLS-SEM: The
inverse square root and gamma-exponential methods. Information Systems

Journal, 28(1), 227-261. https://doi.org/10.1111/isj.12131

Kotler, P. and R.N. Clarke, (1987). Marketing for health care organizations.
Englewood Cliffs: Prentice- Hall

Lemeshow, S., Hosmer, D. W., Klar, J., & Lwanga, S. K. (1990). Adequacy of sample
size in health studies. World Health Organization.
https://apps.who.int/iris/handle/10665/41607

Linder-Pelz, S. (1982). Toward a theory of patient satisfaction. Social Science &
Medicine, 16(5), 577-582. doi:10.1016/0277-9536(82)90311-2

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

MacAllister, L., Zimring, C., & Ryherd, E. (2018). Exploring the relationships
between patient room layout and patient satisfaction. HERD: Health
Environments  Research &  Design  Journal, 12(1),  91-107.
https://doi.org/10.1177/1937586718782163

Otani, K., Kim, B. J., Waterman, B., Boslaugh, S., Klinkenberg, W. D., & Dunagan,
W. C. (2012). Patient Satisfaction and Organizational Impact: A Hierarchical
Linear Modeling Approach. Health Marketing Quarterly, 29(3), 256— 269.
doi:10.1080/07359683.2012.705724

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

154


https://doi.org/10.1111/isj.12131
https://apps.who.int/iris/handle/10665/41607
https://doi.org/10.1177/00469580211007221
https://doi.org/10.1177/1937586718782163

Oliver, R. L. (2010). Satisfaction: A Behavioral Perspective on the Consumer: A
Behavioral Perspective on the Consumer (2nd ed.). New York, United States

of America: Routledge.

Pascoe G. C. (1983). Patient satisfaction in primary health care: a literature review and
analysis.  Evaluation and program  planning, 6(3-4), 185-210.
https://doi.org/10.1016/0149-7189(83)90002-2

Parasuraman, A., Zeithaml, V.A., & Berry, L. (1988). SERVQUAL: A multiple-item
scale for measuring consumer perceptions of service quality. Journal of

Retailing, 64, 12-40.

Pine, B. J., & Gilmore, J. H. (n.d.). The experience economy: Past, present and future.
Handbook on the Experience Economy, 21-44.
https://doi.org/10.4337/9781781004227.00007

Prakash, G., & Srivastava, S. (2019). Developing a Care Coordination Model Using a
Hybrid DEMATEL and PLS-SEM Approach. IIM Kozhikode Society &
Management Review, 8(1), 34—49. https://doi.org/10.1177/2277975218812958

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

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

155


https://doi.org/10.1016/0149-7189(83)90002-2
https://doi.org/10.4337/9781781004227.00007
https://doi.org/10.1177/2277975218812958
https://doi.org/10.1097/hmr.0000000000000105
https://doi.org/10.32535/ijabim.v6i2.1026

Russell, J. A., & Mehrabian, A. (1974). Distinguishing anger and anxiety in terms of
emotional response factors. Journal of Consulting and Clinical Psychology,

42(1), 79-83. https://doi.org/10.1037/h0035915

Sarstedt, M., Ringle, C. M., & Hair, J. F. (2017). Partial Least Squares Structural
Equation  Modeling.  Handbook  of  Market  Research,  1-40.
https://doi.org/10.1007/978-3-319-05542-8 15-1

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

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 PLSpredict. European Journal of Marketing, 53(11), 2322-2347.
https://doi.org/10.1108/ejm-02-2019-0189

SNARS (2019). Standar Nasional Akreditasi Rumah Komite Akreditasi Rumah Sakit:
Edisi 1.1.

Talantikite, S. 1., & Bencherif, M. (2021). Effect of spatial ambiances on the patient
satisfaction and well-being in hospitals: The case of UHC ibn Sina Annaba and
UHC Benbadis Constantine—Algeria. HERD: Health Environments Research &
Design Journal, 14(3), 83—107. https://doi.org/10.1177/1937586720986106

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

156


https://doi.org/10.1037/h0035915
https://doi.org/10.1007/978-3-319-05542-8_15-1
https://doi.org/10.1108/jabs-09-2015-0157
https://doi.org/10.1108/ejm-02-2019-0189
https://doi.org/10.1177/1937586720986106
https://doi.org/10.1080/10686967.2019.1615852

Trunfio, M., & Rossi, S. (2021). Conceptualising and measuring social media
engagement: A systematic literature review. ltalian Journal of Marketing,

2021(3), 267-292. https://doi.org/10.1007/s43039-021-00035-8

Varney, H., Kriebs, J. M., & Gegor, C. L. (2004). Varney's midwifery. Jones and
Bartlett Pub.

Vimla, & Taneja, U. (2020). Navigating from Brand Image to Patient Loyalty:
Mediating Effect of Service Quality and Patient Satisfaction. Journal of Health
Management, 22(3), 430—445. https://doi.org/10.1177/0972063420937940

Wagner, D., & Bear, M. (2009). Patient satisfaction with nursing care: a concept
analysis within a nursing framework. Journal of Advanced Nursing, 65(3), 692—

701. https://doi.org/10.1111/5.1365-2648.2008.04866.x

Walsh, G., Evanschitzky, H., & Wunderlich, M. (2008). Identification and analysis of
moderator variables. European Journal of Marketing, 42(9/10), 977-1004.
https://doi.org/10.1108/03090560810891109

Wang, X., Chen, J., Burstrom, B., & Burstrom, K. (2019). Exploring pathways to
outpatients’ satisfaction with health care in Chinese public hospitals in urban

and rural areas using patient-reported experiences. International Journal for

Equity in Health, 18(1), 442—-449. https://doi.org/10.1186/s12939-019-0932-3

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.

157


https://doi.org/10.1007/s43039-021-00035-8
https://doi.org/10.1177/0972063420937940
https://doi.org/10.1111/j.1365-2648.2008.04866.x
https://doi.org/10.1108/03090560810891109
https://doi.org/10.1186/s12939-019-0932-3

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

Wu, Chao-Chan. (2011). The impact of hospital brand image on service quality, patient
satisfaction and loyalty. African journal of business management. African
Journal of Business Management Vol. 5(12), pp. 4873-4882.
https://www.semanticscholar.org/paper/The-impact-of-hospital-brand-image-

on-service-and-Wu/391129bf62dd 1aae0c584e49820d769eft7adbea

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1988). Communication and Control
Processes in the Delivery of Service Quality. Journal of Marketing, 52(2), 35—
48. https://doi.org/10.1177/002224298805200203

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/intghc/mzx058

Zweifel, P. (2016). Competition in the healthcare sector: a missing dimension. The
European  Journal  of  Health  Economics,  18(2), 135-138.
https://doi.org/10.1007/s10198-016-0821-2

158


https://apps.who.int/iris/handle/10665/332070
https://www.semanticscholar.org/paper/The-impact-of-hospital-brand-image-on-service-and-Wu/39f129bf62dd1aae0c584e49820d769eff7a4bea
https://www.semanticscholar.org/paper/The-impact-of-hospital-brand-image-on-service-and-Wu/39f129bf62dd1aae0c584e49820d769eff7a4bea
https://doi.org/10.1177/002224298805200203
https://doi.org/10.1093/intqhc/mzx058
https://doi.org/10.1007/s10198-016-0821-2

	DAFTAR PUSTAKA

