DAFTAR PUSTAKA

Adeleke, L. ef al. (2019) ‘Deploying unqualified personnel in health records practice:
role substitution or quackery? Implications for health services delivery in
Nigeria’,  Health Inf Manag J, 48, pp. 152-156. doi:
10.1177/1833358318800459.

Adil, A., Syamsun, M. and Najib, M. (2016) ‘Pengaruh Kualitas Pelayanan Dan Biaya
Terhadap Kepuasan Dan Loyalitas Pasien Rsud Kota Bogor’, Jurnal Aplikasi
Manajemen, 14(3), pp. 432—441.

Alhatti, A. (2020) ‘Empirical examination of SERVQUAL regarding patient
satisfaction and loyalty within the UAE healthcare industry’, IntJ Innov Creat
Change, 10, pp. 496-514.

Anabila, P., Anome, J. and Kwadjo, K. D. (2020) ‘Assessing service quality in Ghana’s
public hospitals: evidence from Greater Accra and Ashanti Regions’, Total
Qual  Manage  Bus Excell, 31, pp. 1009-1021. doi:
10.1080/14783363.2018.1459542.

Anbori, A. et al. (2010) ‘Patient satisfaction and loyalty to the private hospitals in
Sana’a, Yemen’, International Journal for Quality in Health Care, 22(4), pp.
310-315.

Ang, T., Liou, R. and Wei, S. (2018) ‘Perceived cultural distance in intercultural
service encounters: does customer participation matter?’, JServ Mark, 32, pp.

547-558. do1: 10.1108/JSM-06-2017-0211.

95



Arianto, N. (2017) ‘Pengaruh Kualitas Pelayanan, Harga Dan Kepuasan Terhadap
Loyalitas Pasien (Studi Kasus Pada Pasien Rawat Jalan Rumah Sakit Premier
Bintaro).’, Jurnal Organisasi Dan Manajemen, 13(1), pp. 1-9.

Asadpoor, S. and Abolfazli, A. (2017) ‘Effect of electronic service quality on customer
satisfaction and loyalty Saderat Bank’s customers’, International Journal of
Scientific Study, 5(4), pp. 407-411.

Aslam, W. and Frooghi, R. (2018) ‘Switching behaviour of young adults in cellular
service industry: an empirical study of Pakistan’, Glob Bus Rev, 19, pp. 635—
649. doi: 10.1177/0972150917713886.

Brenan, P. F. (1995) ‘Patient Satisfaction and Normative decision Theory’, Journal of
the American medical informatics association, 2(4), pp. 250-259.

Bukhari, 1., Kamal, B. and Sari, M. K. (2018) ‘Pengaruh Kualitas Pelayanan, Citra
Perusahaan Dan Kepuasan Terhadap Loyalitas Pasien Rawat Inap Di Rumah
Sakit Mitra Keluarga Tegal’, Monex: Journal Research Accounting Politeknik
Tegal, 7(1).

Casielles, R. V., Alvarez, L. S. and Martin, A. M. D. (2005) ‘Trust as a key factor in
successful relationships between consumers and retail service providers’, The
Service Industries Journal, 25(1), pp- 83-101. doi:
10.1080/0264206042000302423.

Castaldo, S. et al. (2016) ‘The missing path to gain customers loyalty in pharmacy
retail: The role of the store in developing satisfaction and trust’, Research in

Social and Administrative  Pharmacy, 12(5), pp. 699-712. doi:

96



10.1016/j.sapharm.2015.10.001.

Chahal, H. and Mehta, S. (2013) ‘Modeling patient satisfaction construct in the Indian
health care context’, International Journal of Pharmaceutical and Healthcare
Marketing, 7(1), pp. 75-92.

Chang, C. S., Chen, S.-Y. and Lan, Y. T. (2011) ‘Raising Nurses’ Job Satisfaction
Through Patient-Oriented Perception and Organizational Citizenship
Behaviors’, Nursing  Research, 60(1), pp- 40-4e6. doi:
10.1097/NNR.0Ob013e3181e507dd.

Chiou, J.-S., Droge, C. and Hanvanich, S. (2002) ‘Does Customer Knowledge A ffect
How Loyalty is Formed?’, Journal of Service Research, 5(2), pp. 113—124.
doi: 10.1177/109467002237494.

Coulter, K. S. and Coulter, R. A. (2003) ‘The effects of industry knowledge on the
development of trust in service relationships’, 20, pp. 31-43. doi:
10.1016/S0167-8116(02)00120-9.

Cronin, J. J., Brady, M. K. and Hult, G. T. M. (2000) ‘Assessing the effects of quality,
value, and customer satisfaction on consumer behavioural intentions in
service environments’, Journal of retailing, 76(2), pp. 193-218.

Cronin, J. and Taylor, S. (1992) ‘Measuring service quality: a reexamination and
extension’, Journal of Marketing, 56(3), pp. 55-68.

Dick, A. S. and Basu, K. (1994) ‘Customer loyalty: toward an integrated conceptual
framework’, Journal of the academy of marketing science, 22(2), pp. 99—113.

Dinh, H. P. ef al. (2022) ‘Roles of religiosity in enhancing life satisfaction, ethical

97



judgements and consumer loyalty’, Cogent Business & Management, 9(1).
doi: 10.1080/23311975.2021.2010482.

Druica, E. et al. (2021) ‘Determinants of Satisfaction with Services, and Trust in the
Information Received in Community Pharmacies: A Comparative Analysis to
Foster Pharmaceutical Care Adoption’, Healthcare, 9(5), p. 562. doi:
10.3390/healthcare9050562.

Fatima, T., Malik, S. A. and Shabbir, A. (2018) ‘Hospital healthcare service quality,
patient satisfaction and loyalty’, International Journal of Quality & Reliability
Management, 35(6), pp. 1195-1214. doi: 10.1108/IJQRM-02-2017-0031.

Fatonah, S. (2019) ‘The role of mediation of customer satisfaction in service quality
relationship on hospital patient loyalty in Indonesia’, Int J Supply Chain
Manag, 8, pp. 72-78.

Fliess, S. and Volkers, M. (2020) ‘Trapped in a service encounter exploring customer
lockin and its effect on well-being and coping responses during service
encounters’, J Serv Manag, 31, pp. 79—114. doi: 10.1108/JOSM-01-2019-
0013.

Foster, B. and Cadogen, J. (2000) ‘Relationship selling and customer loyalty: an
empirical investigation’, Marketing Intelligence and Planning, 18, pp. 85-99.

Gong, T. and Yi, Y. (2018) ‘The effect of service quality on customer satisfaction,
loyalty, and happiness in five Asian countries’, Psychology & Marketing,
35(6), pp. 427-442.

Gonzalez, M. (2019) ‘Improving customer satisfaction of a healthcare facility: reading

98



the customers’ needs’, Benchmarking, 26, pp. 854-870. doi: 10.1108/B1J-01-
2017-0007.

Hadi, N. U., Aslam, N. and Gulzar, A. (2019) ‘Sustainable service quality and customer
loyalty: the role of customer satisfaction and switching costs in the Pakistan
cellphone industry’, Sustainability, 11(8), p. 2408.

Hidayat, B. T., Arifin, R. and Hufron, M. (2018) ‘Pengaruh Kualitas Pelayanan
Terhadap Loyalitas Pasien Rawat Inap Rsud Kanjuruhan Kepanjen Dengan
Kepuasan Sebagai Variabel Intervening’, Jurnal llmiah Riset Manajemen,
7(13).

Hsu, L.-C. (2018) ‘Investigating effect of service encounter, value, and satisfaction on
word of mouth: an outpatient service context’, Int J Environ Res Public
Health, 15, p. 132. doi: 10.3390/ijerph15010132.

Huang, C.-H. et al. (2019) ‘What Role Does Patient Gratitude Play in the Relationship
Between Relationship Quality and Patient Loyalty?’, INQUIRY: The Journal
of Health Care Organization, Provision, and Financing, 56, p.
004695801986832. doi: 10.1177/0046958019868324.

Jayawardhena, C. (2010) ‘The impact of service encounter quality in service
evaluation: evidence from a business-to-business context’, Journal of
Business & Industrial Marketing.

Kementerian Kesehatan Republik Indonesia, K. M. (2023) Profil Kesehatan Indonesia
2022. Indonesia.

Kessler, D. P. and Mylod, D. (2011) ‘Does patient satisfaction affect patient loyalty?’,

99



International journal of health care quality assurance, 24(4), pp. 266-273.

Kim, C. et al. (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 Complement Altern Med,
17:174. doi: 10.1186/s12906-017-1691-6.

Kurtulmusoglu, F. and Pakdil, F. (2017) ‘Combined analysis of service expectations
and perceptions in lodging industry through quality function deployment’, 7ot
Quality  Manag  Bus  Excell, 28,  pp. 1393-1413. dot:
10.1080/14783363.2016.1147945.

Ladhari, R., Ladhari, I. and Morales, M. (2011) ‘Bank Service Quality: Comparing
Canadian And Tunisian Customer Perceptions’, International Journal Of
Bank Marketing.

Maria Stock, R., Jong, A. de and Zacharias, N. A. (2017) ‘Frontline Employees’
Innovative Service Behavior as Key to Customer Loyalty: Insights into FLEs’
Resource Gain Spiral’, Journal of Product Innovation Management. John
Wiley & Sons, Ltd, 34(2), pp. 223-245. doi: 10.1111/JPIM.12338.

Meesala, A. and Paul, J. (2018) ‘Service quality, consumer satisfaction and loyalty in
hospitals: Thinking for the future’, Journal of Retailing and Consumer
Services, 40, pp. 261-269. doi: 10.1016/j.jretconser.2016.10.011.

Miao, R. et al. (2020) ‘Using structural equation modeling to analyze patient value,

satisfaction, and loyalty: a case study of healthcare in China’, International

100



Journal  of Production  Research, 58(2), pp. 577-596. doi:
10.1080/00207543.2019.1598595.

Naidu, A. (2009) ‘Factors affecting patient satisfaction and healthcare quality’,
International journal of health care quality assurance, 22(4), pp. 366-381.

Parasuraman, A., Berry, L. and Zeithaml, V. (1988) ‘SERVQUAL, a multiple-item
scale for measuring consumer perceptions of service quality’, J Retailing, 64,
pp. 12-37.

Pratminingsih, S. A., Astuty, E. and Widyatami, K. (2018) ‘Increasing customer loyalty
of ethnic restaurant through experiential marketing and service quality’,
Journal of Entrepreneurship Education, 21(3), pp. 1-11.

Rejikumar, G., Sreedharan, V. and Saha, R. (2021) ‘An integrated framework for
service quality, choice overload, customer involvement and satisfaction
evidence from India’s non-life insurance sector’, Manag Decis, 59, pp. 801—
828. doi: 10.1108/MD-12-2018-1354.

Ribbink, D. ef al. (2004) ‘Comfort your online customer: quality, trust and loyalty on
the internet’, Managing Service Quality: An International Journal, 14(6), pp.
446-456. doi: 10.1108/09604520410569784.

Rosanas, J. M. and Velilla, M. (2003) ‘Loyalty and Trust as the Ethical Bases of
Organizations’, Journal of Business Ethics. Springer, 44(1), pp. 49-59.

Sbaffi, L. et al. (2020) ‘Information overload in emergency medicine physicians: a
multisite case study exploring the causes, impact, and solutions in four north

England national health service trusts’, J Med Internet Res, 22. doi:

101



10.2196/preprints. 19126.

Shabbir, A., Malik, S. A. and Malik, S. A. (2016) ‘Measuring patients’ healthcare
service quality perceptions, satisfaction, and loyalty in public and private
sector hospitals in Pakistan’, Infernational Journal of Quality & Reliability
Management, 33(5), pp. 538-557.

Sharon, L. G. and Santoso, S. B. (2017) ‘Analisis Pengaruh Kualitas Layanan, Fasilitas,
Citra Rumah Sakit, Kepuasan Pasien Dalam Rangka Meningkatkan Loyalitas
Pasien (Studi Pada Pasien Rawat Inap Rsud Tugurejo Semarang)’,
Diponegoro Journal Of Management, 6(3), pp. 355-366.

Shie, A.-J. et al. (2022) ‘Exploring the Relationship Between Hospital Service Quality,
Patient Trust, and Loyalty From a Service Encounter Perspective in Elderly
With Chronic Diseases’, Frontiers in Public Health, 10. doi:
10.3389/fpubh.2022.876266.

Siddiqi, K. O. (2011) ‘Interrelations Between Service Quality Attributes, Customer
Satisfaction And Customer Loyalty In The Retail Banking Sector In
Bangladesh’, International Journal Of Business And Management, 6(3), p. 12.

Singh, J. and Sirdeshmukh, D. (2000) ‘Agency and Trust Mechanisms in Consumer
Satisfaction and Loyalty Judgments’, Journal of the Academy of Marketing
Science, 28(1), pp. 150-167. doi: 10.1177/0092070300281014.

Wong, A. and Sohal, A. (2003) ‘Service quality and customer loyalty perspectives on
two levels of retail relationships’, The Journal of Service Marketing, 17.

Woratschek, H., Horbel, C. and Popp, B. (2020) ‘Determining customer satisfaction

102



and loyalty from a value co-creation perspective’, The Service Industries
Journal, 40(11-12), pp. 777-799. doi: 10.1080/02642069.2019.1606213.
Yang, X. and Yuan, Q. (2018) ‘The Effects of B2C Interaction on Customer Loyalty’,
Journal of Data and Information Science, 3(2), pp. 78—104. doi: 10.2478/jdis-
2018-0010.
Yu, Y. et al. (2020) ‘Medical service quality, psychological contract, and patient
loyalty An empirical study among patients in China’, Medicine, 99. doi:

10.1097/MD.0000000000021079.

103



