DAFTAR PUSTAKA

Akbolat, M., Amarat, M., Unal, O., & Sutlu, E. S. (2022). The mediating role of
hospital reputation in the effect of doctor reputation on patients loyalty.
International Journal of Healthcare Management, 16(1), 12—18.
https://doi.org/10.1080/20479700.2022.2062853.

Assauri, S., (2013). Manajemen Pemasaran; Dasar, Konsep dan Strategi. Jakarta :
PT. Grafindo Persada.

Aulia, S. (2015). Analisa Komunikasi Terapeutik Dokter dan Pasien Dalam
Meningkatkan Pelayanan Kesehatan Ibu di Rumah Sakit Aisyiyah
Samarinda. E-Journal Ilmu Komunikasi. Unmul Samarinda.

Aziz, A. A., Nordin, N. 1. F., Noor, N. M., Bachok, N., Isa, S. N. . (2014).
Psychometric Properties of the ‘Skala Kepuasan Interaksi Perubahan-11" to
Measure Patient Satisfaction with Physician-Patient Interaction in Malaysia.
Fam Pract. 31(2):236-44. https://doi: 10.1093/fampra/cmt062.

Azman, A. (2022). Efektivitas Penggunaan Grup Roleplayer Facebook ‘“Ari
Kuliah” Sebagai Media pertukaran Informasi Perkuliahan di Kalangan
Mahasiswa Roleplayer Indonesia. Universitas Islam Negeri Sultan Syarif
Kasim Riau.

Babaii, A., Mohammadi, E., & Sadooghiasl, A. (2021). The Meaning of the
Empathetic Nurse—Patient Communication: A Qualitative Study. Journal of
Patient Experience, 8, 1-9. https://doi.org/10.1177/23743735211056432.

Becker, J. M., Rai, A., Ringle, C. M., & Volckner, F. (2013). Discovering
unobserved heterogeneity in structural equation models to avert validity
threats. MIS quarterly, 665-694.

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

Brown, S.W., Gremler, D.D. (1997) Towards a Conceptual Model of Service
Loyalty. Marketing Theory and Applications AMA Winter Educators’
Conference, MCB UP Ltd., Chicago, 218-219.

Budiwan, & Efendi. (2016). The Understanding Of Indonesia Patients of Hospital
Service Quality in Singapore. Social and Behavioral Sciences.

119



Butollo, H., & Wagner-Menghin. (2018). Doctor-Patient Communication Training
in Simulated Situations: Emotions and Perceptions of Psychotherapie
Psychosomatik Medizinische Psychologie.

Chen F., & Chen FS. Experience quality, perceived value, satisfaction and
behavioral intentions for heritage tourists. Tourism Manage. 2010;31(1):29-
35.

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

Dahyanto, D., & Arofiati, F. (2018). The Analysis of Inpatients Satisfaction on
Service Quality At Yogyakarta Respira Hospital. Jurnal Medicoeticolegal
Dan Manajemen Rumah Sakit, A2, 162—-169.
https://doi.org/10.18196/jmmr.7269.

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.

Dufty, Gordon, & G, W. (2010). Assessing competence in communication and
interpersonal skills: the Kalamazo Il Report. Acad Med, 495-507.

Effendi, R., Sukmayadi, V., & Pandjaitan, I. R. (2019). The effects of doctors’
interpersonal communication on low-income inpatients’ satisfaction level. J.
Komun. Malays. J. Commun, 35(1), 57-70. https://doi.org/10.17576/JKMJC-
2019-3501-05.

Evert, D. P. (2021). Komunikasi Interpersonal dalam Konsultasi Dokter Estetika
dengan Pasien melalui Media Sosial Whatsapp. Buana Komunikasi (Jurnal
Penelitian Dan Studi llmu Komunikasi), 1(2), 127-136.

Fatima, T., Malik, S.A., & Shabbir, A. (2018), "Hospital healthcare service quality,
patient satisfaction and loyalty: An investigation in context of private
healthcare systems", International Journal of Quality & Reliability
Management, Vol. 35 No. 6, pp.1195-1214. https://doi.org/10.1108/IJQRM-02-
2017-0031.

Griffin, Jill. 2010. Customer Loyalty, Menumbuhkan dan Mempertahankan
Kesetiaan Pelanggan. Alih Bahasa Dwi Kartini Yahya. Jakarta: Erlangga.

120



Hair, J. F., Risher, J. J., Sarstedt, M., & Ringle, C. M. (2019). When to use and how
to 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/10.1016/1.jbusres.2019.11.069.

Hair, J.F., Hult, G.T.M., Ringle, C.M. and Sarstedt, M. (2022), A Primer on Partial
Least Squares Structural Equation Modeling (PLS-SEM), Sage, Thousand
Oaks, CA.

Handayani, R., Ruswanti, E., Hilmy, M. R, & ... (2021). Communication
Effectiveness of Doctors and Patients, Loyalty, Word of Mouth, On
Repurchase Intentions at District Public Hospital Tangerang, Indonesia.
Journal of  Multidisciplinary Academic, 05(4), 334-340.
https://doi.org/10.51971/joma.v5n4.09102021.

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.

Hurriyati, R., (2019), Bauran Pemasaran dan Loyalitas Konsumen, Bandung,
Penerbit Alfabeta.

Hwang, J., Vu, G. T., Tran, B. X., Nguyen, T. H. T., Nguyen, B. V., Nguyen, L. H.,
Nguyen H. L. T., Latkin, C. A., Ho, C. S. H., Ho, R. C. M. (2020). Measuring
Satisfaction with Health Care Services for Vietnamese Patients with
Cardiovascular Diseases. PL0oSOne.15(6): e0235333. https://
doi: 10.1371/journal.pone.0235333.

Jahan, F., & Siddiqui, H. (2019). Good communication between doctor-patient
improves health outcome. European Journal of Medical and Health
Sciences, 1(4). https://doi.org/10.24018/ejmed.2019.1.4.84

Janine, H. S., & Issa climb, M. (2018). Communication Skills in Patient- Doctor
Interactions: Learning from Patient. Health Professions Education, 97-106.

Khan, S., Mishra, J., Ahmed, N., Onyige, C. D., Lin, K. E., Siew, R., & Lim, B. H.
(2022). Risk communication and community engagement during COVID-19.

121



International Journal of Disaster Risk Reduction. Int J Disaster Risk Reduct.
https:// doi: 10.1016/1.ijdrr.2022.102903.

Kementerian Kesehatan Republik Indonesia. (2021). Diakses pada Tanggal 18
Oktober 2023: https:/sirs.kemkes.go.id/fo/home/dashboard_rs?id=0.

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.

Konsil Kedokteran Indonesia. (2006). Manual Komunikasi Efektif Dokter-Pasien.
KKI.

Kotler, P., & Armstrong, G (2018). Principles of Marketing Global Edition 17th
Edition. London: Pearson Education.

Kurniawan, R., & Berlianto, M. P. (2022). The Role of Social Media Toward Patient
Satisfaction and Patient Loyalty in Private Hospitals Hospital-Patient
Communication Patient Loyalty Patient Trust Patient Satisfaction Social
Media. Enrichment: Journal of Management, 12(2), 1976—1985.

Kurzt, S. (1998). Teaching and Learning Communication Skills in Medicine.

Larasati, T. A. (2019). Komunikasi Dokter-Pasien Berfokus Pasien pada Pelayanan
Kesehatan Primer. Jurnal Kedokteran Universitas Lampung, 3(1), 160—166.

Lee RJ, & Kim BY. The structural relationships among country image, service
quality of medical tourism, and intention to revisit: a case of Chinese medical
tourists to Korea. Korean J Hotel Admin. 2014;23(3):83-104.

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.

Makoul, G., Krupat, E., Chang, C. H. (2007). Measuring Patient Views of Physician
Communication Skills: Development and Testing of the Communication
Assessment Tool. Patient Educ Couns. 67(3):333-42. https://doi:
10.1016/j.pec.2007.05.005.

Matziou, V., Vlahioti, E., Perdikaris, P., Matziou, T., Megapanou, E., Petsios, K.
(2014). Physician and Nursing Perceptions Concerning Interprofessional

122



Communication and Collaboration. J Interprof Care. 28(6):526-33.
https://doi: 10.3109/13561820.2014.934338.

McCabe, R., & Healey, P. G. (2018). Miscommunication in doctor—patient

communication. 7opics in cognitive science, 10(2), 409-
424. https://doi.org/10.1111/tops.12337

Meakin, R., Weinman, J. (2002). The ‘Medical Interview Satisfaction Scale’
(MISS-21). Fam Pract;19(3):257-63. https://doi: 10.1093/fampra/19.3.257.

Memon, M. A., Ting, H., Cheah, J. H., Thurasamy, R., Chuah, F., & Cham, T. H.
(2020). Sample size for survey research: review and recommendations.
Journal of Applied Structural Equation Modeling, 4(2), 1-20.
https://doi.org/10.47263/JASEM.4(2)01.

Moslehpour, M., Shalehah, A., Rahman, F. F., & Lin, K. H. (2022, March). The
effect of physician communication on inpatient satisfaction. In Healthcare.
MDPI. 10(3): 463. https://doi.org/10.3390/healthcare10030463

Natasa, B., & Nikola. (2008). Successful Doctor-Patient Communication And
Raport Building AS The Key Skills Of Medical Parctice. Medicine and
Biology.

Nitzl, C., Roldan, J.L. and Cepeda, G. (2016), “Mediation analysis in partial least
squares path modeling: helping researchers discuss more sophisticated
models”, Industrial Management & Data Systems, Vol. 116 No. 9, pp. 1849-
1864.

Norhayati, M. N., Masseni, A. A., Azlina, I. (2017). Patient satisfaction with doctor-
patient interaction and its association with modifiable cardiovascular risk

factors among moderately-high risk patients in primary healthcare. PeerJ
5:€2983; https://DOI 10.7717/peer}.2983.

Okunrintemi, V., Nasir, K. (2020). Optimizing patient - reported experiences for
cardiovascular disease : current landscape and future opportunities. Methodist
Debakey Cardiovascular J. 16(3): 220-224. doi: 10.14797/mdcj-16-3-220.

Oliver, R.L. (1997). Loyalty and profit: long — term effects of satisfaction,
satisfaction: A behavioural perspective on the Consumer, MC Graw — Hill
Companies, Inc., New York, NY.

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

123



Peltola, 1., & Astedt-Kurki. (2018). Patients’ Interpersonal Communication

Experiences in the Context of Type 2 Diabetes Care. Qualitative Health
Research, 1267-1282.

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.

Ramadhini, C., & Manafe, L. A. (2022). The Leader Effective Communication in
Solving Employee Conflict; REACH Analysis. International Journal of
Economics  Development  Research  (IJEDR),  3(2), 172-188.
https://doi.org/10.37385/ijedr.v3i2.555.

Ringle, CM., & Sarstedt, M. (2016), “Gain more insight from your PLS-SEM
results: the Importance- Performance map analysis”, Industrial Management
and Data Systems, Vol.116 No. 9, pp. 1865-1886.

Riset Kesehatan Dasar. (2018). Diakses pada Tanggal 18 Oktober 2023:
https://kesmas.kemkes.go.id/assets/upload/dir 519d41d8cd98100/files/Hasil-
riskesdas-2018 1274.pdf.

Rizki, U., Nyorong, M., Theo, D., & Anggraini, 1. (2022). Influence Factors of
Effective Communication of Health Olfficers on Patient Satisfaction INFO
ABSTRACT. 1(1), 2022-2068.

Rokhmah, N. A., and Anggorowati. (2017). Komunikasi Efektif dalam Praktek
Kolaborasi Interprofesi Sebagai Upaya Meningkatkan Kualitas Pelayanan.
Journal of Health Studies, 1(1), 65-71.

Sarstedt, M., Hair, J. F., Pick, M., Liengaard, B. D., Radomir, L., & Ringle, C. M.
(2022). Progress in partial least squares structural equation modeling use in
marketing research in the last decade. Psychology & Marketing, 39(5), 1035—
1064. https://doi.org/10.1002/mar.21640.

Sharkiya, S. H. (2023). Quality communication can improve patient-centred health
outcomes among older patients: a rapid review. BMC Health Services
Research, 23(1), 886. https://doi.org/10.1186/s12913-023-09869-8.

Sharma, P. N., Liengaard, B. D., Hair, J. F., Sarstedt, M., & Ringle, C. M. (2022).
Predictive model assessment and selection in composite-based modeling
using PLS-SEM: Extensions and guidelines for using CVPAT. European
Journal of Marketing, 57(6), 1662—1677. https://doi.org/10.1108/ejm-08-
2020-0636.

124



Sustersic, M., Gauchet, A., Kernou, A., Gibert, C., Foote, A., Vermorel, C., Bosson,
J. L. (2018). A Scale Assessing Doctor-Patient Communication in a Context
of Acute Conditions based on a Systematic Review. PlosOne.

21;13(2):e0192306.https://doi: 10.1371/journal.pone.0192306.

Tanveer, F., Shahid, S., Hafeez, M. M. (2018). Impact of Doctor’s Interpersonal
Communication Skill on Patient’s Satisfaction Level. Isra Med J. 2018; 10(5):
306-309.

Tsao, C. W., Aday, A. W., Almarxooq, Z. ., Alonso, A., Beaton, A. Z., Bittencourt,
M. S., Boehme, A. K., Buxton, A. E., Carson, A. P., Mensah, Y. C., Elkind,
M. S. V., Evenson, K. R., Nliam, C. E., Ferguson, J. F., ... Martin, S. S. (2022).
Heart Disease and Stroke Statistics — 2022 Update: A Report from the
American ~ Heart  Association.Circulation  22;145(8):  e153e639.
https://doi:10.1161/CIR.0000000000001052.

Subramani, S., & Biller-Andorno, N. (2022). Revisiting respect for persons:
conceptual analysis and implications for clinical practice. Medicine, Health
Care, and Philosophy, 25(3), 351-360. https://doi.org/10.1007/s11019-022-

10079-y.

Suranto, A. W., (2011). Komunikasi Interpersonal. Yogyakarta: Graha [Imu.
Vancapo, A.R. 2020. Beban Kerja dan Stress Kerja. Pasusuan: CV Qiara Media.

Van Ruler, B. (2018). Communication Theory: An Underrated Pillar on Which
Strategic Communication Rests. [International Journal of Strategic
Communication, 12(4), 367-381.
https://doi.org/10.1080/1553118X.2018.1452240

Verulava, T., Jorbenadze R., Karimi L., Dangadze B., Barkalaia T. (2018).
Evaluation of patient satisfaction with cardiology services. The Open Public
Health Journal, 11(1), 201-208. doi: 10.2174/1874944501811010201.

Wahyuni, Amel, & Erly. (2013). Hubungan Komunikasi Dokter-Pasien Terhadap
Kepuasan Pasien Berobat di Poliklinik RSUP Dr. M. Djamil Padang. Jurnal
FK Unand.

Weidemann R. R., Schonfelder T., Klewer J., Kugler J. (2015). Patient satisfaction
in cardiology after cardiac catheterization. Springer Medizin Verlag. doi:
10.1007/s00059-015-4360-x.

125



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.

Yacub, Y., Sutrisno, S., & Putrawan, B. K. (2022). The Ethics of Effective
Communication in Christian Families With A-CORE Principles.
International Journal of Social Science Research and Review, 5(4), 106—115.

Yudia, R. C. P., (2019). Pengaruh Komunikasi Interpersonal Dokter Pasien
terhadap Kepuasan Pasien Rawat Inap di RSUD A. W. Sjahranie Samarinda
2019. Universitas Hasanuddin.

Zhang, X., Li, L., Zhang, Q., Le, L. H., Wu, Y. (2023). Physician Empathy in Doctor
Patient Communication: A Systematic Review. Health Commun 16:1-11.
https:// doi: 10.1080/10410236.2023.2201735.

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

126



