REFERENSI

Abbasi-Moghaddam, M. A., Zarei, E., Bagherzadeh, R., Dargahi, H., & Farrokhi, P.
(2019). Evaluation of service quality from patients’ viewpoint. BMC Health
Services Research, 19(1). https://doi.org/10.1186/s12913-019-3998-0

Ajzen, I. (1991). The theory of planned behavior. Organizational Behavior and Human
Decision  Processes, 50(2), 179-211. https://doi.org/10.1016/0749-
5978(91)90020-t

Alghonaim, Y., Arafat, A., Aldeghaither, S., Alsugheir, S., & Aldekhayel, S. (2019).
Social media impact on aesthetic procedures among females in Riyadh, Saudi
Arabia. Cureus. https://doi.org/10.7759/cureus.6008

AMARAT, M., AKBOLAT, M., & DIZLEK, K. (2022). The mediating role of patient
satisfaction in the effect of corporate reputation on patient loyalty. International
Journal of Health Management and Tourism.
https://doi.org/10.31201/ijhmt.1076913

Anderson, E. W., Fornell, C., & Lehmann, D. R. (1994). Customer satisfaction, market
share, and profitability: Findings from Sweden. Journal of Marketing, 58(3),
53—66. https://doi.org/10.1177/002224299405800304

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/j.msl.2019.2.011

Batbaatar, E., Dorjdagva, J., Luvsannyam, A., Savino, M. M., & Amenta, P. (2016).
Determinants of patient satisfaction: A systematic review. Perspectives in
Public Health, 137(2), 89—101. https://doi.org/10.1177/1757913916634136

Bidmon, S., Elshiewy, O., Terlutter, R., & Boztug, Y. (2020). What patients value in
physicians: Analyzing drivers of patient satisfaction using physician-rating
website Data.  Journal of Medical Internet Research, 22(2).
https://doi.org/10.2196/13830

Bitner, M. J. (1990). Evaluating service encounters: The effects of physical
surroundings and employee responses. Journal of Marketing, 54(2), 69-82.
https://doi.org/10.1177/002224299005400206

Bougie, R., & Sekaran, U. (2020). Research Methods For Business: A Skill Building
Approach (8th Edition). John Wiley & Sons, Inc.

Boulding, W., Kalra, A., Staelin, R., & Zeithaml, V. A. (1993). A dynamic process
model of service quality: From expectations to behavioral intentions. Journal
of Marketing Research, 30(1), 7. https://doi.org/10.2307/3172510

Brady, M. K., & Cronin, J. J. (2001). Some new thoughts on conceptualizing perceived
service quality: A hierarchical approach. Journal of Marketing, 65(3), 34—49.
https://doi.org/10.1509/jmkg.65.3.34.18334

149



Brook, R. H., McGlynn, E. A., & Cleary, P. D. (1996). Measuring quality of care. New
England Journal of Medicine, 335(13), 966-970.
https://doi.org/10.1056/nejm199609263351311

Chahal, H., & Kumari, N. (2010). Development of Multidimensional Scale for
Healthcare Service Quality (HCSQ) in Indian context. Journal of Indian
Business Research, 2(4), 230-255.
https://doi.org/10.1108/17554191011084157

Cham, T.H., Lim, Y.M., Aik, N.C. and Tay, A.G.M. (2016), "Antecedents of hospital
brand image and the relationships with medical tourists’ behavioral intention",
International Journal of Pharmaceutical and Healthcare Marketing, Vol. 10
No. 4, pp. 412-431. https://doi.org/10.1108/IJPHM-02-2016-0012

Chen, M.-H., Tai, P.-N., & Chen, B. H. (2015). The relationship among Corporate
Social Responsibility, consumer-company identification, Brand Prestige, and
purchase intention. [International Journal of Marketing Studies, 7(5).
https://doi.org/10.5539/ijms.v7n5p33

Cleary, P. D., & McNeil, B. J. (1988). Patient Satisfaction as an Indicator of Quality
Care. Inquiry, 25(1), 25-36. http://www jstor.org/stable/29771928

Clemes, M. D., Ozanne, L. K., & Laurensen, W. L. (2001). Patients’ perceptions of
service quality dimensions. Health Marketing Quarterly, 19(1), 3-22.
https://doi.org/10.1300/;026v19n01 02

Conner, M., & Sparks, P. (1996). The theory of planned behaviour and health
behaviours. In Predicting health behaviour (pp. 121-162). Buckingham: Open
University Press.

Cotofana, S., Sattler, S., Frank, K., Hernandez, C., Pavicic, T., Green, J. B., Kerscher,
M., Peng, P., Gold, M., & Pooth, R. M. (2022). Aesthetic Medicine—Quo
Vadis? Journal of Cosmetic Dermatology, 21(11), 6526—6527.
https://doi.org/10.1111/jocd. 15334

Dagger, T. S., & Sweeney, J. C. (2007). Service quality attribute weights. Journal of
Service Research, 10(1), 22—42. https://doi.org/10.1177/1094670507303010

Devgan, L., Singh, P., & Durairaj, K. (2019). Minimally invasive facial cosmetic
procedures. Otolaryngologic Clinics of North America, 52(3), 443—459.
https://doi.org/10.1016/j.0tc.2019.02.013

Diaz, J., Lorenzo, R., Mag-aso, C., & Akilan, B. S. (2023). Factors influencing
customer loyalty among optical clinics in the City of Koronadal, South
Cotabato, Philippines. Journal of Applied Management and Business, 4(2), 80—
92. https://doi.org/10.37802/jamb.v4i2.434

Dickons, G. (2016). Client retention is central to the future success of Your Medical
Aesthetic  Clinic. Journal of Aesthetic Nursing, 5(5), 252-253.
https://doi.org/10.12968/joan.2016.5.5.252

Dio, R., Dermawan, A. A., & Putera, D. A. (2023). Application of market basket
analysis on beauty clinic to increasing customer’s buying decision. Sinkron,
8(3), 1348-1356. https://doi.org/10.33395/sinkron.v8i3.12421

150



Donabedian, A. (1988). The quality of care. JAMA, 260(12), 1743.
https://doi.org/10.1001/jama.1988.03410120089033

DONABEDIAN, A. (2005). Evaluating the quality of medical care. The Milbank
Quarterly, 83(4), 691-729. https://doi.org/10.1111/j.1468-0009.2005.00397.x

Duggirala, M., Rajendran, C., & Anantharaman, R. N. (2008). Patient-perceived
dimensions of total quality service in Healthcare. Benchmarking: An
International Journal, 15(5), 560-583.
https://doi.org/10.1108/14635770810903150

Fatima, I., Humayun, A., Igbal, U., & Shafiqg, M. (2019). Dimensions of service quality
in Healthcare: A systematic review of literature. International Journal for
Quality in Health Care, 31(1), 11-29. https://doi.org/10.1093/intghc/mzy125

Ferdinand, M., & Ciptono, W. S. (2022). Indonesia’s cosmetics industry attractiveness,
competitiveness and critical success factor analysis. Jurnal Manajemen Teori
Dan Terapan | Journal of Theory and Applied Management, 15(2), 209-223.
https://doi.org/10.20473/jmtt.v15i2.37451

Fornell, C. (1992). A national customer satisfaction barometer: The Swedish
experience. Journal of Marketing, 56(1), 6-21.
https://doi.org/10.1177/002224299205600103

Glickman, S. W., Boulding, W., Manary, M., Staelin, R., Roe, M. T., Wolosin, R. J.,
Ohman, E. M., Peterson, E. D., & Schulman, K. A. (2010). Patient satisfaction
and its relationship with clinical quality and inpatient mortality in acute
myocardial infarction. Circulation: Cardiovascular Quality and QOutcomes,
3(2), 188-195. https://doi.org/10.1161/circoutcomes.109.900597

Gronroos, C. (1984). A service quality model and its marketing implications. European
Journal of Marketing, 18(4), 36-44.
https://doi.org/10.1108/eum0000000004784

Hair, Joe 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

Hair, Joseph F, Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2022). A Primer on
Partial Least Squares Structural Equation Modeling (PLS-SEM) (3rd ed.).
SAGE Publications, Inc.

Hair, Joseph 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

Hekkert, K. D., Cihangir, S., Kleefstra, S. M., van den Berg, B., & Kool, R. B. (2009).
Patient satisfaction revisited: A multilevel approach. Social Science &amp,
Medicine, 69(1), 68—75. https://doi.org/10.1016/j.socscimed.2009.04.016

Henseler, J., Ringle, C. M., & Sarstedt, M. (2014). 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

151



Kang, G., & James, J. (2004). Service quality dimensions: An examination of
gronroos’s service quality model. Managing Service Quality: An International
Journal, 14(4), 266-277. https://doi.org/10.1108/09604520410546806

Kim, M., Koo, D.-W., Shin, D.-J., & Lee, S.-M. (2017). From servicescape to loyalty
in the medical tourism industry: A Medical Clinic’s Service Perspective.
INQUIRY: The Journal of Health Care Organization, Provision, and
Financing, 54, 004695801774654. https://doi.org/10.1177/0046958017746546

Lee, J.-Y., & Park, Y.-H. (2019). Hospital selection factors and satisfaction, intention
to revisit and recommend by recognition of Specialized Hospital : Based on
Joint Specialized Hospital Inpatients. The Korean Journal of Health Service
Management, 13(2), 39-54. https://doi.org/10.12811/kshsm.2019.13.2.039

Lin, W., & Yin, W. (2022). Impacts of service quality, brand image, and perceived
value on outpatient’s loyalty to China’s private dental clinics with service
satisfaction as a mediator. PLOS ONE, 17(6).
https://doi.org/10.1371/journal.pone.0269233

Marcela Betancur, D., Montoya Castafieda, K., & Tavera-Mesias, J. F. (2017).
Correlational study of the factors that influence in the recommendation and
loyalty of patients of Aesthetic Medicine Medellin Colombia, 2014. Cuadernos
de Administracion, 33(58), 3—17. https://doi.org/10.25100/cdea.v33158.4527

Maxham, J. G., & Netemeyer, R. G. (2002). A longitudinal study of complaining
customers’ evaluations of multiple service failures and recovery efforts.
Journal of Marketing, 66(4), 57-T71.
https://doi.org/10.1509/jmkg.66.4.57.18512

Memon, M.A., T. Ramayah, T., Cheah, J.-H., Ting, H., Chuah, F., & Cham, T.H.
(2021). PLS-SEM statistical programs: A review. Journal of Applied Structural
Equation Modeling, 5(1), 1-14. https://doi.org/10.47263/jasem.5(1)06

Munawaroh, S. M., Nurhayati, H., Sudarmono, A., Dhony, E. F., Veibiani, N. A.,
Krisnawati, H., Puspita, W. H., Handayani, D., Dianika, B., & Sumarah, K. C.
(2021). Meta analysis on the effect of the quality of health services with the
level of patient satisfaction. Journal of Health Policy and Management, 6(2),
107-115. https://doi.org/10.26911/thejhpm.2021.06.02.03

Narang, R. (2010). Measuring perceived quality of health care services in India.

International Journal of Health Care Quality Assurance, 23(2), 171-186.
https://doi.org/10.1108/09526861011017094

Nguyen, N., & Leblanc, G. (2001). Corporate image and corporate reputation in
customers’ retention decisions in services. Journal of Retailing and Consumer
Services, 8(4), 227-236. https://doi.org/10.1016/s0969-6989(00)00029-1

Nyadzayo, M. W., & Khajehzadeh, S. (2016). The antecedents of customer loyalty: A
moderated mediation model of Customer Relationship Management Quality
and Brand Image. Journal of Retailing and Consumer Services, 30, 262-270.
https://doi.org/10.1016/j.jretconser.2016.02.002

152



Octaviani, S., Antonio, F., & Andy, A. (2023). The antecedents of patient experience
of Aesthetic Clinic and its impact on revisit intention. South African Journal of
Business Management, 54(1). https://doi.org/10.4102/sajbm.v54i1.3832

Oliver, R. L. (1980). A cognitive model of the antecedents and consequences of
Satisfaction Decisions. Journal of Marketing Research, 17(4), 460—469.
https://doi.org/10.1177/002224378001700405

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL instrument.
PsycTESTS Dataset. https://doi.org/10.1037/t09264-000

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1994). Reassessment of expectations
as a comparison standard in measuring service quality: Implications for further
research. Journal of Marketing, 38(1), 111-124.
https://doi.org/10.1177/002224299405800109

Park, H. N., Park, D. J., Han, S. Y., Tae, J. Y., Jung, K., Bae, E. J., & Yoon, J. Y.
(2022). Effect of inpatient experiences on patient satisfaction and the
willingness to recommend a hospital: The mediating role of patient satisfaction:
A cross-sectional study. Health Science Reports, 5(6).
https://doi.org/10.1002/hsr2.925

pp. 121-162. (n.d.). essay.

Prasanti, D. (2018). Potret Media Informasi Kesehatan bagi masyarakat urban di era
Digital. JURNAL IPTEKKOM : Jurnal Ilmu Pengetahuan &amp,; Teknologi
Informasi, 19(2), 149. https://doi.org/10.33164/iptekkom.19.2.2017.149-162

Ringle, C M, Wende, S., & Becker, J. M. (2024). SmartPLS 4. SmartPLS.
https://www.smartpls.com/

Ringle, Christian M., & Sarstedt, M. (2016). Gain more insight from your PLS-SEM
results. Industrial Management &amp,; Data Systems, 116(9), 1865—1886.
https://doi.org/10.1108/imds-10-2015-0449

Sarstedt, M., Hair, J. F., & Ringle, C. M. (2022). “PLS-SEM: Indeed a silver bullet” —
retrospective observations and recent advances. Journal of Marketing Theory
and Practice, 31(3), 261-275.
https://doi.org/10.1080/10696679.2022.2056488

Singhal, S., Radha, M., & Vinjamoori, N. (2022, March 24). The next frontier of care
delivery in Healthcare. McKinsey & Company.
https://www.mckinsey.com/industries/healthcare/our-insights/the-next-
frontier-of-care-delivery-in-healthcare

Sureshchandar, G. S., Rajendran, C., & Anantharaman, R. N. (2002). The relationship
between service quality and customer satisfaction — a factor specific approach.
Journal of Services Marketing, 16(4), 363-379.
https://doi.org/10.1108/08876040210433248

Swain, S., & Kar, N. C. (2018). Hospital service quality as antecedent of patient
satisfaction — A conceptual framework. [Infernational Journal of
Pharmaceutical ~ and  Healthcare = Marketing,  12(3),  251-2609.
https://doi.org/10.1108/ijphm-06-2016-0028

153



Swain, S., & Singh, R. K. (2021). Measuring the impact of perceived service quality
on insured and uninsured patients’ satisfaction. Measuring Business
Excellence, 25(3), 346-367. https://doi.org/10.1108/mbe-06-2020-0095

Wallin Andreassen, T., & Lindestad, B. (1998). Customer loyalty and complex
services. International Journal of Service Industry Management, 9(1), 7-23.
https://doi.org/10.1108/09564239810199923

Wirtz, J., & Lovelock, C. (2021). The Services Marketing Framework. Services
Marketing, 104—105. https://doi.org/10.1142/9781944659806 others02

Woo, S., & Choi, M. (2021). Medical Service Quality, patient satisfaction and intent
to revisit: Case study of public hub hospitals in the Republic of Korea. PLOS
ONE, 16(6). https://doi.org/10.1371/journal.pone.0252241

Wu, H.-C. (2013). An empirical study of the effects of service quality, perceived value,
corporate image, and customer satisfaction on behavioral intentions in the
Taiwan Quick Service Restaurant Industry. Journal of Quality Assurance in
Hospitality &amp; Tourism, 14(4), 364-390.
https://doi.org/10.1080/1528008x.2013.802581

Yahanda, A. T., Lafaro, K. J., Spolverato, G., & Pawlik, T. M. (2015). A systematic
review of the factors that patients use to choose their surgeon. World Journal
of Surgery, 40(1), 45-55. https://doi.org/10.1007/s00268-015-3246-7

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1993). The nature and determinants
of customer expectations of service. Journal of the Academy of Marketing
Science, 21(1), 1-12. https://doi.org/10.1177/0092070393211001

Zeithaml, Valarie A., Berry, L. L., & Parasuraman, A. (1996). The behavioral
consequences of service quality. Journal of Marketing, 60(2), 31-46.
https://doi.org/10.1177/002224299606000203

154





