DAFTAR ISI

ABSTRAK cuviiiininsaissenssnsssssssssssssssssssssssssssssssssssssssssssssssssssssssssasssssssssssssssssasssass v
ABSTRACT .auauuaaannennvicnenvecsvnsrenssessssssssssissssssssssssssssssssssssssssssssssssssssssssssssssssssssssss \%
DAFTAR ISLucuiiiiiiiiinsennnicsensncssissesssecssecsasssessssssssssessssssasssssssssssssssssssssasssscs VIII
DAFTAR GAMBAR......... T T X
DAFTAR TABEL PRy, T IR XI
DAFTAR LAMPIRAN 12
BAB 1 ... et . c.ccccoooenconsooncssssssssancoes 13
1.1 Latar Belakang Masalah............ccccoooiiiiiiiiiiiiiiiiiiecieeccceee e 13
1. 2'PertanydanPEachifians, ............................ it g . ... B ... 21
IF'3 TujuangRSin e ................... . i SSSRY A. .......... %, ..... 21
1.4 Manfffat ROGELEIERIEY . ............. SSSSSE—eE————ar W..............H... 22
1.5 Sistemika FCEEREREN ................. [SSS_——" —— .. .N.. ... L. 22
BAB2.. 8...... 00— ......... - 24
L Wasar TCUREEEE' " ............. JOSEE SR ............. QS0 24
LANRRITUSE ....... . P ... R ... SRR 24
ZUE2 Nlet Promoter SEEESIINIP S ) SRNR_— ... S0 S0 26
2.1.3 Sagisfaction.......... . A uuE . ................ 8.l 31

2. ldPREWs it Intention .............[... S JESSSY 33

2. 3Pengembaigan Hipotests = .17/, . At S o ... 34
2.2.1 Kaitan antara Net Promoter.Score (NPS) dengan Satisfaction............ 34
2.2.2 Kaitan antara Trust dengan SatiSfaction ........cicicuuunccineeenceeenneannen. 36
2.2.3 Kaitan Net Promoter Score (NPS) dengan Revisit Intention ............... 39
2.2 4 Kaitan Trust dengan Revisit INteRtION .i..cviciueueeeuesiiaieeeaeeeieeeeeeeenene 40
2.2.5 Kaitan Satisfaction dengan Revisit INteNtion ...................ccccceeueeuennee. 42

2.3 Model Penelitian ..... I .. eeeeeereereesaessssnessnnansosssesees 44
BAB 3 ioociiiiisesssssiansossusessssnssssasisasasssssassasssssuasssssssssissssanassrsane 46
3.1. Objek Penelitian.........c.ccoierieiiiieiieeieeeie ettt e 46
3.2, UNIt ANALISIS weeiniiiiiiieiieiiteie ettt ettt 46
3.3, Tipe Penelitian .......cccueeeiieiiiieiicie et 47
3.4. Operasionalisasi Variabel Penelitian ...........c.cccocevvininniniiniincnicnecces 48
3.4.1. Pengukuran Variabel...........ccccooviiviiiiniiniiiiiiecieceecee e 48
3.4.2. Definisi Konseptual dan Operasionalisasi Variabel ..........c..ccc.ccceeeee. 49

3.5. Populasi dan Sampel.........cccooviiiiiiiiiieiiiiecieeeee e 51



3.5.1. Penentuan Jumlah Sampel .............coooieiiiiiiiiiieeee 52

3.5.2. Metode Pengambilan Sampel...........ccceovvieiiiiiieiiieniieieecieeeeeee e 52

3.6. Metode Pengumpulan Data............cccoeviiiiiiiiiiniiiieeieeeeee e 53
3.6.1. Data Primer .....cooeiiiieiiieiieee et 53
3.6.2 Data SEKUNAET .......cocuiiiiiiiiiiiiiicceeee e 54

3.7. Metode Analisis Data............coouieiiiiiiiiiiiniieeeeee e 54
3.7.1. Analisis Model pada PLS-SEM ........ccociiiiiiiiiieeeeeee e 55
BAB 4 ....ucouiieinnennninnensissaissessssossssnssnsssassnsssssssssssssssssssssans 58
4.1. Profil Demografi Responden ............ccoooueiiiiiiiiiiinniiniiintececeeeee, 58
4.2 Analisis Deskriptif Responden ...........ccccoecieeieeciieniiiiienieeeeeee e 59
4.2.1. Nek CromotersScoLer™. . ..............ooeeeoo Wi ottt flid B oo 60
420 CRNCHNENIES . . .................................... RO N ............ 62
4.2.3. Patient SatiSfaction................ceeveerrverene. ufbassnnagitianiddod oo B 63
4.2.4. REVISIEINICALION, . .............................. s S ... B 64

413, AnalisiGihSCICHSIANEE .................... 5SS A ............. &h..... 66
4.3.1 OftcREMIONSINE ................ ASSEI A ............. % ... 66
4.3.1:2. @onstihSREIABI1ty ............ [ REN——— . W........... N 68
4:3.2 Minner VIiGEIGINESE ... ............ WSSHESISEES ERS—— ... %.........8.. 71
432 minl(ultiko] | IS ... [ S ............ B 12
4.3.2.2 Koefisien Determinan (R-Squared) .........ccccceeviennvieiieniieiieniecvicneennen. 73
4130215 Hiifect Size (TPSGUEERERN ... . . iR ................ W ., Sl .. 74
4.3.2.4 Predictive Relevance (Q-Squared)........cco..coovueeniiniiiiniinieniiiiicciee. 75
4%.2.5 HasillJji Hipotesis dan KoeTiSiSummmmi. . i e e ... 77
4,396 Indirect B let e ey ... ol T - N - N RIS el ... 83
4.3.2.7 Analisis Importance-PerformMance .......c......ivioviamnremiesssssssresiueesseensnns 84
4.4 Pofabahasan. ... ;<o e remimreet Rt e eeenteneenees 87
BAB 5 ..corvcvvercsrs TR STt ve il 91
5.1 Kesimpulan Penelitian ..........cccoeeeeiiiniiiiiieiieiieiccieeeeeee e 91
52 ImPliKasi TEOTILIS ..coueeiiriiiiiiieiiesieeierit ettt 92
53 Implikasi Manajerial .........ccccceevieeiieiieniieiieeie e 93
54  Keterbatasan dan Saran bagi Penelitian Berikutnya ..............cccccevenee. 95
DAFTAR PUSTAKA ...uuuuiiiiiineriicnsnnntisssssssecsssssssesssssssasssssssssssssssssssssssssssssssssssssss 96
LAMPIRAN . ..cotiiiiiinnnininsisssissessstssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssaes 105

IX



Gambar 1.

Gambar 1.

Gambar 2.

Gambar 2.

Gambar 4.

Gambar 4.

Gambar 4.

Gambar 4.

Gambar 4.

Gambar 4.

DAFTAR GAMBAR

1 Perkembangan Jumlah RSU dan RSK Tahun 2018-2022 ............... 15
2 Proporsi Temaga Medis di Indonesia Tahun 2022 .......................... 16
1 Presentasi Grafik Metode NPS ........cccoociiiiiiiniiiiniceecceee, 28
2 Mllc] Pengladifin ... i . 44
1pgsilouter model penelitian .....c.....oc bueeenro. JRIREL .....ooveenreennennn. 67
2 Hasil Inner Model Penelitian ...............coieviiniineniieneeiienceeenne 72
3 Hasil Q-Squared Penelitian............ccoceevienieeniienieeiienieeieecee e 75
4 HEIihIBNEARGERStruct .......... AN .. % ... 85
5 HaSlNRRES]icator ....... (RN S——...... 00 a0 86
6 Model Hasil (Empirical Model)........cccoovveivriniiniiiiiiciiiieeene, 89



Tabel 1.

Tabel 3.

Tabel 4.

Tabel 4.

Tabel 4.

Tabel 4.

Tabel 4.

Tabel 4.

Tabel 4.

Tabel 4.

Tabel 4.

Tabel 4.

Tabel 4.

Tabel 4.

Tabel 4.

Tabel 4.

Tabel 4.

Tabel 4.

DAFTAR TABEL

1 Uji Pendahuluan...........ccoooiieiiiiiiiiiieieee e 19
1 Definisi konseptual dan operasionalisasi variabel ............cccccceeeennnne 49
1 Profil demografi responden............ccceeeviieeiieeniiieeniie e 58
2 Katg8ori Javyaldii e . ........ ..., 60
3 Analisis deskriptif variabel Net Promoter Score ...........ccccoceeveriennnee. 61
4 Analisis deskriptif variabel Trust.........c..coieiieeerieeiieesiieenieesiee e 62
5 Analisis deskriptif variabel Patient Satisfaction. ..........c.c.cccccceiuennnee. 63
6 Analisis deskriptif variabel Revisit Intention. ...........ccceceeevinenenennnns 64
7 Indikaf@Nseli@BulTy .............. (SUSSI SES———— W . ... 8. 68
SUONS YUY <= .......... [EE—— FEett? ... ... .. ... fHssss siiniseea . 69
QW onstruct VEE @l &, ......... TR S . ............. SO0 69
10 Biscriminant va fC iyl uu—— .. ............ S 70
LENIRLK Oliniaritas et £ [/ TR JEC e . ....... 73
12, KogHsierDicTermiimman {7 <) M M Wi - 57 cidaennsetestaall. ... eevoeeoe 73
T3 NULESQIUATEd ....... oo cemrrommrre s e snneesta st e eveeeveeenneaanens 74
14 Nilai Q-SQUATEA........eeverierieriiriciiieeseeite ettt eee e e ens 76
15 Hasil Uji Hipotesis dan Koefisien ...........ccccoevveevieniiecienieciieieeen 77
16 Hasil Spesific Indirect Effect. ...........ccoooiiiiiiiiiniiiiiiiceen 84

XI



DAFTAR LAMPIRAN

12



