DAFTAR PUSTAKA

Ai, Y. et al. (2022) ‘Determinants of patients’ satisfaction and trust toward healthcare
service environment in general practice clinics’, Frontiers in Psychology, 13.
Available at: https://doi.org/10.3389/fpsyg.2022.856750.

Akmaz, A.E. and Ozansoy Cadirci, T. (2017) ‘The Impact of Healthscape on Customer
Satisfaction and Loyalty in Public and Private Healthcare Institutions’, Yildiz
Social Science Review, 3(1), pp. 81-96.

Al-Refaie, A. (2011) ‘A Structural Model to Investigate Factors Affect Patient
Satisfaction and Revisit Intention in Jordanian Hospitals’, International Journal
of Artificial  Life  Research, 2(4), pp. 43-56. Available at:
https://doi.org/10.4018/jalr.2011100105.

Alrubaiee, L. and Alkaa’ida, F. (2011) ‘The Mediating Effect of Patient Satisfaction
in the Patients’ Perceptions of Healthcare Quality — Patient Trust Relationship’,
International  Journal of Marketing Studies, 3(1). = Available at:
https://doi.org/10.5539/IIMS.V3N1P103.

Anggraini, M.T. and Rohmani, A.(2012) ‘Hubungan Kepuasan Pasien Dengan Minat
Pasien dalam Pemanfaatan Ulang Pelayanan Kesehatan pada Praktek Dokter
Keluarga’, in. Available at:
https://api.semanticscholar.org/CorpusID:171102105.

Badan Pusat Statistik (BPS) (2023) Data Rumah Sakit di Indonesia 2022,
Datalndonesia.id. Available at: https://dataindonesia.id/kesehatan/detail/ada-
3072-rumah-sakit-di-indonesia-pada-2022 (Accessed: 27 December 2023).

Baehre, S. ef al. (2022) ‘The use of Net Promoter Score (NPS) to predict sales growth:

insights from an empirical investigation’, Journal of the Academy of Marketing

96



Science, 50(1), pp. 67-84. Available at: https://doi.org/10.1007/s11747-021-
00790-2.

Baker, R. et al. (2003) ‘Exploration of the relationship between continuity, trust in
regular doctors and patient satisfaction with consultations with family doctors’,
Scandinavian Journal of Primary Health Care, 21(1), pp. 27-32. Available at:
https://doi.org/10.1080/0283430310000528.

Baltimore (2021) Hospital Consumer Assessment of Healthcare Providers and
Systems, Center for Medicare and Medicaid Services.

Baquero, A. (2022) ‘Net Promoter Score (NPS) and Customer Satisfaction:
Relationship and Efficient Management’,  Sustainability, 14(4), p. 2011.
Available at: https://doi.org/10.3390/sul4042011.

Biesok, G. and Wyrod-Wrobel, J. (2021) Net Promoters Score (NPS) and its relation
to other marketing customer satisfaction measures.

Bitencourt, V.N. et al. (2023) ‘Net Promoter Score (NPS) as a tool to assess parental
satisfaction in pediatric intensive care units’, Jornal de Pediatria, 99(3), pp.
296-301. Available at: https://doi:org/10.1016/jjped.2022.11.013.

Center for Disease Control and Prevention (CDC) (2022) Hospital - Health, United
States, CDC. ~ ~Available=—at: _—https://www.cdc.gov/nchs/hus/sources-
definitions/hospital.htm (Accessed: 27 December 2023).

Chang, C.S., Chen, S.Y. and Lan, Y.T. (2013) ‘Service quality, trust, and patient
satisfaction in interpersonal-based medical service encounters’, BMC Health
Services Research, 13(1), pp. 1-11. Available at: https://doi.org/10.1186/1472-
6963-13-22/TABLES/S.

Che, T. et al. (2015) ‘Antecedents of consumers’ intention to revisit an online group-

97



buying website: A transaction cost perspective’, Information & Management,
52(5), pp- 588-598. Available at: https://doi.org/10.1016/j.im.2015.04.004.

Durmus, A. and Akbolat, M. (2020) ‘The Impact of Patient Satisfaction on Patient
Commitment and the Mediating Role of Patient Trust’, Journal of Patient
Experience, 7(6), pp. 1642-1647. Available at:
https://doi.org/10.1177/2374373520967807.

Eger, L. and Micik, M. (2017) ‘Customer-oriented communication in retail and Net
Promoter Score’, Journal of Retailing and Consumer Services, 35, pp. 142—149.
Available at: https://doi.org/10.1016/J.JRETCONSER.2016.12.009.

Friesner, D. ef al. (2009) ‘How to Improve Patient Satisfaction When Patients Are
Already Satisfied: A Continuous Process-Improvement Approach’, Hospital
Topics, 87(1), pp- 24-40. Available at: https://doi.org/10.3200/HTPS.87.1.24-
40.

Gadkari, D. (2018) ‘Factors Influencing the Net Promoter Score (NPS): A Case of
Funnel’. Available at: https://urn.kb.se/resolve?urn=urn:nbn:se:uu:diva-355491
(Accessed: 6 January.2024).

Grisaffe, D.B. (2007) ‘Questions; about  the Ultimate Question: Conceptual
Considerations in Evaluating Reichheld’s Net Promoter Score (NPS)’, Journal
of Consumer Satisfaction, Dissatisfaction-and Complaining Behavior, 20, pp.
36-53. Available at: https://jcsdcb.com/index.php/JCSDCB/article/view/41
(Accessed: 30 December 2023).

Hadiyati, H., Suroto, B. and Fatkhurahman, F. (2020) ‘Exploring Service and
Environment: In-patient trust and satisfaction in public hospital’, IOP

Conference Series: Earth and Environmental Science, 469(1), p. 012065.

98



Available at: https://doi.org/10.1088/1755-1315/469/1/012065.

Hair, J.F. et al. (2018) ‘When to use and how to report the results of PLS-SEM”,
European Business Review, 31(1), pp. 2-24.

Hair, J.F., Howard, M.C. and Nitzl, C. (2020) ‘Assessing measurement model quality
in PLS-SEM using confirmatory composite analysis’, Journal of Business
Research,  109(November  2019), pp. 101-110. Available at:
https://doi.org/10.1016/j.jbusres.2019.11.069.

Huei, C.T., Mee, L.Y. and Chiek, A.N. (2014) ‘A Study of Brand Image, Perceived
Service Quality, Patient Satisfaction and Behavioral Intention among the
Medical Tourists’, GATR Global Journal of Business Social Sciences Review,
2(2), pp. 32-43. Available at: https://doi.org/10.35609/gjbssr.2014.2.2(4).

Ilyas, G.B. et al. (2020) ‘Reflective Model of Brand Awareness on Repurchase
Intention and Customer Satisfaction’, The Journal of Asian Finance, Economics
and Business, 709), Pp- 427-438. Available at:
https://doi.org/10.13106/jafeb.2020.vol7.n09.427.

Jackson, J.L., Chamberlin,—J.and Kroenke, K. (2001) ‘Predictors of patient
satisfaction’, Social Science- & Medicine, 52(4), pp. 609—-620. Available at:
https://doi.org/10.1016/S0277-9536(00)00164-7.

Jeong, Y., Yu, A. and Kim,-S.K. (2019) ‘The Antecedents of Tourists’ Behavioral
Intentions at Sporting Events: The Case of South Korea’, Sustainability 2020,
Vol 12, Page 333, 12(1), p. 333. Available at:
https://doi.org/10.3390/SU12010333.

Kementerian Kesehatan Republik Indonesia, K.M. (2022) Keputusan Menteri

Kesehatan  Republik  Indonesia  Nomor HK.01.07/MENKES/1128/2022

99



TentangStandar Akreditasi Rumah Sakit. Indonesia.

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

Kementerian Republik Indonesia (2014) Undang-undang Republik Indonesia Nomor
36 Tahun 2014 tentang Tenaga Kesehatan. Jakarta.

Kim, C.E. ef 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 Complementary and Alternative
Medicine, 17(1), p. 174. Available at: https://doi.org/10.1186/s12906-017-1691-
6.

Kock, N. and Hadaya, P. (2018) ‘Minimum sample size estimation in PLS-SEM: The
inverse square root and gamma-exponential methods’, Information Systems
Journal, 28(1), pp. 227-261. Available at: https://doi.org/10.1111/isj.12131.

Krol, M.W. et al. (2015) ‘The Net Promoter Score — an asset to patient experience
surveys?’, Health _Expectations, '18(6), pp=-3099-3109. Available at:
https://doi.org/10-1111/hex.12297.

Kusumawardani, K. and Damayanti,~A. (2020) Predicting the Revisit Intention at
Private Hospitals Mediated by Perceived Service Quality and Satisfaction.

Lee, C.K. et al. (2022) ‘Moderating Effects of Informal Institutions on Social
Entrepreneurship Activity’, Journal of Social Entrepreneurship, 13(3), pp. 340—
365. Available at: https://doi.org/10.1080/19420676.2020.1782972.

Lee, M., Han, H. and Lockyer, T. (2012) ‘Medical Tourism—Attracting Japanese

Tourists For Medical Tourism Experience’, Journal of Travel & Tourism

100



Marketing, 29(1), Pp- 69-86. Available at:
https://doi.org/10.1080/10548408.2012.638564.

Lestariningsih, T., Hadiyati, E. and Astuti, R. (2018) ‘Study of Service Quality and
Patient Satisfaction to Trust And Loyalty in Public Hospital , Indonesia’.

MaminiainaAimee, R. (2019) ‘A Thorough Literature Review of Customer
Satisfaction Definition, Factors Affecting Customer Satisfaction and Measuring
Customer Satisfaction’, International Journal of Advanced Research, 7(9), pp.
828-843. Available at: https://doi.org/10.21474/1JAR01/9733.

Mandal, P.C. (2014) ‘Net promoter score: a conceptual analysis’, International
Journal of Management Concepts and Philosophy, 8(4), p. 209. Available at:
https://doi.org/10.1504/IJIMCP.2014.066899.

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. Available at: https://doi.org/10.1016/j.jretconser.2016.10.011.

Mohd Isa, S., Lim, G.S.S. and Chin, P.N. (2019) ‘Patients’ intent to revisit with trust
as the mediating role: lessons from Penang Malaysia’, International Journal of
Pharmaceutical-and Healthcare Marketing, 13(2), pp. 140-159. Available at:
https://doi.org/10.1108/[JPHM=10-2017-0056.

Ng, S. and Russell-Bennett, R. (2015) ‘The Role of Affect in Consumer Evaluation of
Health Care Services’, Health Marketing Quarterly, 32(1), pp. 31-47. Available
at: https://doi.org/10.1080/07359683.2015.1000708.

Nguyen Viet, B., Dang, H.P. and Nguyen, H.H. (2020) ‘Revisit intention and
satisfaction: The role of destination image, perceived risk, and cultural contact’,

Cogent Business & Management. Edited by P. Foroudi, 7(1), p. 1796249.

101



Available at: https://doi.org/10.1080/23311975.2020.1796249.

Ozawa, S. and Walker, D.G. (2009) ‘Trust in the context of community-based health
insurance schemes in Cambodia: villagers’ trust in health insurers.’, Advances
in health economics and health services research, 21, pp. 107-132.

Pham, C.D. et al. (2020) ‘Evaluating Performance of Vietnamese Public Hospitals
Based on Balanced Scorecard’, The Journal of Asian Finance, Economics and
Business, 7(6), Pp- 339-349. Available at:
https://doi.org/10.13106/jafeb.2020.vol7.n06.339.

Prakoeswa, C.R.S. et al. (2022a) ‘Loyalty Survey Based on Net Promoter Score in A
Tertiary Hospital in Indonesia °, eJournal Kedokteran Indonesia, 10(2 SE-
Research Atrticle), pp. 92-100. Available at:
https://doi.org/10.23886/¢ejki.10.154.92-100.

Prakoeswa, C.R.S. et al. (2022b) ‘Loyalty Survey Based on Net Promoter Score in A
Tertiary Hospital in Indonesia °, eJournal Kedokteran Indonesia, 10(2 SE-
Research Article), pp- 92-100. Available at:
https://doi.org/10.23886/ejki.10:154.92-100.

Pramita, P.E.G. (2019) ‘Effect of Experience in Bulding Satisfaction, Trust and
Loyalty’, Jurnal ~Aplikasi ~Manajemen,— Vol 17, No 1 (2019)DO -
10.21776/ub.jam.2019-017.01.09 [Preprint]. Available at:
https://jurnaljam.ub.ac.id/index.php/jam/article/view/1358.

Punyatoya, P. (2019) ‘Effects of cognitive and affective trust on online customer
behavior’, Marketing Intelligence and Planning, 37(1), pp. 80-96. Available at:
https://doi.org/10.1108/MIP-02-2018-0058.

Rahman, M.S. et al. (2018) ‘Patient’s behavioral intention: public and private hospitals

102



context’, Marketing Intelligence and Planning, 36(3), pp. 349-364. Available
at: https://doi.org/10.1108/MIP-08-2017-0155.

Reichheld, F.F. (2003) ‘The One Number You Need to Grow’, Harvard Business
Review. Available at: https://hbr.org/2003/12/the-one-number-you-need-to-
grow (Accessed: 27 December 2023).

Reichheld, F.F. and Markey, R. (2011) The Ultimate Question 2.0 : How Net Promoter
Companies Thrive in a Customer-Driven World. Harvard Bu. Boston,
Massachusetts: Revised and expanded edition. Boston, Mass. : Harvard Business
Press, [2011] ©2011. Available at:
https://search.library.wisc.edu/catalog/9910109787102121.

Rosanas, J.M. and Velilla, M. (2003) ‘Loyalty and Trust as the Ethical Bases of
Organizations’, Journal of Business Ethics, 44(1), pp. 49-59. Available at:
http://www.jstor.org/stable/25075015.

Sadeh, E. (2017) ‘Interrelationships among quality enablers, service quality, patients’
satisfaction and loyalty in hospitals’, The TOM Journal, 29(1), pp. 101-117.
Available at: https://doi-org/10.1108/TQM-02-2015-0032.

Shahijan, M.K. et al. (2015) ‘International Medical Travelers’ Behavioral Intention:
An Empirical Study-in Iran’, Journal of Travel & Tourism Marketing, 32(5), pp.
475-502. Available at:-https://doi.org/10.1080/10548408.2014.916248.

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. Available at:
https://doi.org/10.1177/0092070300281014.

Tran, V.D. and Le, N.M.T. (2020) ‘Impact of Service Quality and Perceived Value on

103



Customer Satisfaction and Behavioral Intentions: Evidence from Convenience
Stores in Vietnam’, The Journal of Asian Finance, Economics and Business,
709), pp- 517-526. Available at:
https://doi.org/10.13106/jafeb.2020.vol7.n09.517.

Waljee, J.F. et al. (2008) ‘Correlates of patient satisfaction and provider trust after
breast-conserving surgery’, Cancer, 112(8), pp. 1679-1687. Available at:
https://doi.org/10.1002/cncr.23351.

Wandebori, H. (2017) ‘Revisit Intention to Hospital: Factors Unveiled From a Case
Study of Balimed Hospital’, Jurnal Manajemen Teori dan Terapan | Journal of
Theory and Applied = Management, 10(3), p. 205. Available at:
https://doi.org/10.20473/jmtt.v10i3.3551.

Wirtz, J. and Lovelock, C. (2021) Services Marketing: People, Technology, Strategy,
9th edition. World Scientific (US). Available at: https://doi.org/10.1142/y0024.

Zarei, E. ef al. (2014) ‘An Empirical Study of the Impact of Service Quality on Patient
Satisfaction in Private Hospitals, Iran’, Global Journal of Health Science, 7(1).

Available at: https://doi.org/10.5539/gjhs.v/nlpl.

104



