DAFTAR ISI

halaman

JUDUL ..ottt ettt ettt et e e e st e s e e st e e st enseente et e eseenseeseenseenaenneensenneans i
PERSETUJUAN DOSEN PEMBIMBING TUGAS AKHIR .......cccccooiiiiiiiieieeieeeeeeeee, il
PERNYATAAN KEASLIAN KARYA TUGAS AKHIR .....cccoooiiieiiieeeeeeeee e il
PERSETUJUAN TIM PENGUJI TUGAS AKHIR .......oootiiiiiiiiieciece e v
ABSTRAK ...ttt ettt ettt ettt a ettt e n ettt e nt e te et e ntenneenteeneens A%
ABSTRACT ...ttt ettt ettt et et e bt e st st e et et e bt e e eneenes vi
KATA PENGANTAR ..ottt ettt et e testeeteesaesseensessaesseensesssenseensenssens vii
DAFTAR ISI............j SSSSECESEIE, 00 BTl0 SUEH SN, Die SOe e, . ........................ viii
DAFTAR GAMB A R i et e hitna e iuessueadbann s s bubet i e veevenveeveerennnes Xi
DAFTAR LAMPIRAN .....ooitiiietieeetet ettt ettt ettt et sa et e e st e bt et eaeenaeensesnnans Xii
BAB I PENDAHULUAN ..ottt ettt stteteestessaessesssesseassesssesssensesnsesseensesnsesssenes 1
1. WEatarBelAfCHmmmm. . ...................... A S SO ........ & ............ 1

182" Pertanyaan{BEneiiianiee .. .............. AU g ol N. ... 3

I3 Tajuanf PerClucraiumssssy . ............ SSSSSSS-. Sam——— W 07 R 4

1.4 Manfaat Penelitian ...........ccooceeiiiiiiniieiiiiieneeesteieeeeeee e 4

"5 Sistematika PcOCIItiangsy ..... ... NS SSS—_ B ... 5

BAB II TINJAUAN PUSTAKA .....cccootetinteitestietestesiestesstesteteetestessessssstessssssessasssessenns 7
B2 Dasar Beori............ LN . o INSS—— WSl 7

2.2.1 Definisi Kepuasan Pasien ..........ccccccvviieiiieeiiiiciieeiee e 8

2.3 Faktor yang Mempengaruhi Kepuasan Pasien...........c.ccocceevieiiieiiiniiinennee 9

2.3, MEaktOr O reafitast-rmmrr.: S To . . Wi . T o LrCiertattsaa sl e eveeeveenseens 9

2.3.2 Interaksi Antar Pasien dan Rumah Sakit.............ccooceeviiiiiiiiiinie 10

2.3.3 Perhatian dan Dukungan Emosional............c.ccocveviiiiieniienienieeie e, 11

2.3.4 Biaya Kesehatan ...........cccueviieiiiiiiieiieiiecieee et 13

2.3.5 Komunikasi dan Informasi ...........ccceveeriiieniiniiienieeceeeeeseeee 13

2.3.6 WaKtu TUNZZU .....eoiiieiieiieeiiecie ettt ettt eseaeesbeessseennee e 14

2.3 Kerangka Konseptual .........c.cccvieiieiiiiniiieiieiie ettt ens 15

BAB Il METODELOGI PENELITIAN .....ooiiiiiiiieeee ettt 16
3.1 Objek Penelitian ..........cccvieiiieriiiiiieiie ettt 16

3.2 UNIt ANALISIS 1.uvviieiiiieciiie et eetee ettt ettt e e e et e et e e etaeeesreeesaseeessneeennns 16



3.3 TIPe PenelItian ......cccuvieeiiieeiie e et 17

3.4 Pengukuran Variabel Penelitian ...........cc.cccceeviniiiiniiniiniiiiccceciceeee 17

3.5 Skala Pengukuran Variabel ...........cccooviiiiiiniiiiiieiieeieeiece e 18

3.6 Definisi Konseptual dan Operasionalisasi Variabel ...........c.cccccoeeieeiieniennnnns 18

3.7 Populasi dan Sampel Responden ............cccccvvveiiiiiiiiieniieeieeceeeeeeee e 22

3.8 Metode Sensus atau Total SAMPING.......c.eeevvieriiiiieriieiiieieeie e 23

3.9 Metode Pengumpulan data..........c..occveeivieiiieiiienieeiiecie et 23

3.10 Metode Analisis Data..........ccouieiiiiiiiiiiiiiicee e 24

3.11 Analisis SEM-PLS ... e 24

BAB IV HASIL PENELITIAN DAN PEMBAHASAN ......cooiiiiieieeieeee e 29
4.1 Demografi Pasien / Profil Responden ............cccccoovviiiiiiiniiniiiniiciieieceeee 30

4.2 Analisis Deskriptif Variabel Independen..............cccoeeeiieiieniieniiiinieeiieeeene 30

4.2.1 FaKtor OTZaniSaSt ......couerueeuiiiiriieiinieenitetesitenie ettt ettt eieens 31

4.2.2 Interaksi Antar Pasien dan Rumah Sakit..............coccoiiiiiiinii, 32

4.2.3 Perhatian dan Dukungan Emosional..............cccoccoiiiiiiiniiiiiiniiiie 33

4.2 Biaya KesEliaianiey ............... [EUSSuuy SnsmeGe——. .8 ... 35

4.2.5 Komunikasi dan Informasi ..........ccocceviiiniiiiiiniiiee e, 36

2.6 Wiaktu Tunggusee’. o .......... NS SUSE—.. ... SO0 oot Ol 36

4B Analisi§ Inferensial .. 7 e, . Ueleune . ............eeroro dinens ansbusdssal. ... 37

o L@UCRModel ..................... [  SONUS——— ........ e .. 38

4.2.2 Hasil Model Struktural (Inner Model)..........cccoevviieviieniienienieeniieeieeiens 44

4.2.3 POmibabasan. oo, ...« coirveriis s soren s g s un e e e s e oo nvenaanessnanns 52

BAB V KESIMPULAN .. o o eeir oot satle e coeeveonesnnessessnnosensneosnns 60
5.1 KESIMPUIAN ....oiiiiiiiciiie et e e e et e s e e beeeeanee s 60

5.2 Keterbatasan Penelitian dan Saran............ccccceevieiieniiiiieniieeeeeeeee 60
DAFTAR PUSTAKA ...ttt ettt sttt et eate et e e 62

X



DAFTAR TABEL

Tabel 1.1 Data Jumlah Kunjungan Pasien Sentra Medika Hospital Minahasa Utara. 1

Tabel 3.1 Definisi Konseptual dan Operasionalisasi Variabel...............cccceeevveennennn. 19
Tabel 4.1 Kategori Jawaban Responden.............cocooiiiiiiiiiiiiiniiieceeeee 29
Tabel 4.2 Profil Demografi Responden .............ccoccoiiiiiiiiiiiiiiiieceeeee 30
Tabel 4.3 Deskrispi Variabel Faktor Organisasi .........c.eeeveveeeieenieeniiieniieeieeiee e 31
Tabel 4.4 Deskripsi Variabel Interaksi Antar Pasien dan Rumah Sakit.................... 32
Tabel 4.5 Deskripsi Variabel Perhatian dan Dukungan Emosional.......................... 33
Tabel 4.6 Deskripsi Variabel Biaya Kesehatan...........cccooevveeeiiiiiiiiiiiiccieceeee, 35
Tabel 4.7 Deskripsi Variabel Komunikasi dan Informasi...........c.cccccveeeeiiincieeennennn. 36
Tabel 4.8 Deskripsi Variabel Waktu Tunggui..........ccccecuevieiiniiininiiniiiiiicneciene 37
Tabel 4.9 Nilai Outer Loading ..........cooeeiiiiiiiiieeiienie e 41
Tabel 4.10 Nilai Contrust Reliability .............ccccooveiiiiiiiiiiiiiiiiieieeeeeeee e 42
Tabel 4.11 Nilai Average Variance EXtraced ...........cccceeviieiiiiiiiiiiiniiiiiecieeeeee 43
Tabel 4.12 Nilai Rasio Heterotrait/Monotrait .............ccocoueeiienieniiienieiieeie e 44
Tabel 4.18 PerhiinganMadel-Fial s B N e i 2l e 45
Tabel 4.14 Uji MultikoliNEAritas ........ccceoueerieeiiieiieiiiesiie ettt 46
Tabel 4.15 Perhitungan R SQUATE .........ccccoeiiiiiiiiiiiiiiieeee e 46
Tabel 4.16 Uji Pengaruh ...........oooiiiiiiioeee e 47
Tabel 4.17 Uji BOOtSITAPPING ...c..veeeieiiieiieeiie ettt 49
Tabel 4.18 Importance-Performance Konstruk............ccccoeevvieiiiiiiiiieiiiiecieeeees 50



DAFTAR GAMBAR

Gambar 2.1 Rerangka TeOTT ........cccuieiiiiiieiieeieeieeeie e 15
Gambar 4.1 Hasil OULEr MOAEL ... ..ot 39
Gambar 4.2 Hasil OULEr MOAEL ... ..ot 40

Gambar 4.4 Hasil IPMA Patient Satisfaction Contruct

X1



DAFTAR LAMPIRAN

Lampiran 1. Kuesioner Penelitian..........cccccooviiiiiieiiieciiee et
Lampiran 2. Hasil Perhitungan SEM-PLS ...,

Lampiran 3. Hasil Persebaran Data KUesioner............cccceccveeveviieecieeciie e

Xii



