DAFTARISI

PERNYATAAN KEASLIAN KARYA TUGAS AKHIR........cccoiiiiiiiieieieeee 1
PERSETUJUAN DOSEN PEMBIMBING TUGAS AKHIR.........cccocoeviriiniannens iii
PERSETUJUAN TIM PENGUJI TUGAS AKHIR ....ccccooiiniiiiniinieiceieneeene v
PERSETUJUAN PUBLIKASI TUGAS AKHIR .....cccoooiiiiniiiiienieiecicecee v
ABSTRAK ..ottt sttt vi
ABSTRACT s e e N . N .. .......ooeemerneen vil
KATA PENGERINIEATIR 8 .. ..o AR A ..o viil
DAFTAR ISTRRENNN L. ........coeevveveerneereenreonnsiliiesaosbue 0ol oo B oo X
DAFTAR TABELSSENL ................... i 05 S SS oA ..ot ... Xiv
DAFTAR GAMBAR ......oooiiiiieteeeceetet ettt st sste st et s e st e eee s enee XVi
DAFTAR LAMPIRAN ...ttt et ettt stesteste st e e e seesaeessestesseeanennas XVvil
BAB I PENDAFIBUISISIANC. .............: 00000 . ......... S0 S0 18
1.1 Latar Belakang Penelitian ............cccccvveveviieeciiiniiiieiecciee e, 18

1.2 Pertanyaan Penelitian...........cccooeviieiiiiiiiiieiiiiecieccee e 25

1”30 P uanPenchitiany. .« o B W S SR 2 RN NN ... ... 26
L4—ManfaatPenclitianmmrr. .o e e i e, 27

1.5 SigiematikaPeanhSar el e 28

BABII  TINJAUANPUSTAKA ...ttt 30
2.1 DaSAr TEOIT ..ceiuieeiiiiiiieiie ettt 30

2.1.1 REVISIT INTENTION .....cccocteiiriiiieieeierieeeee e 30

2.1.2 PATIENT SATISFACTION ....c.cooiiieiieieeieeeeeeenee 35

2.1.3 PERCEIVED VALUE.......cccciiiiiiieiieeneeeeeeeeee 39

2.1.4 SERVICE QUALITY ..eoottitiniiienieseeieeeeseeeeee e 44



BAB III

2.2

23

Penelitian  Sebelumnya dan Pengembangan Hipotesis
(Previous Studies and Hypothesis) ........ccccceevvvienieniiienienieeiens
2.2.1 Pengaruh Service Quality terhadap Patient
SatiSTACtION ....ouveviiiiieiicicee
2.2.2  Pengaruh positif Perceived Value terhadap Patient
SatiSTACtION ....ouveviiiiieiiciceecc
2.2.3 Pengaruh positif Patient Satisfaction terhadap
Revisitintention ......oo.. .o ... 0000l ...
2.2.4 Pengaruh positif Service Quality terhadap Revisit
BIENTION...................... . USRS . ...
2.2.5 Pengaruh positif Perceived Value terhadap Revisit
BEECION........ SR SE— .. W SRR

Kerangka konseptual penelitian ............cccceeeveevciieeniieeeciieeneen.

METODOLOGI PENELITIAN ......coooiiiiiiiiieeeeeeccceeeee

oAl

82

3

34

3.5

Objek Penelitian............coccvveiiieeeiiiieieecieecee e e
Unit Analisis ..., £ < VIPES—... .. S SR
lipePenelitraf. S W B . el .
Pengukuran Variabel Penelitian...........cccccoeveveenciieeecieneieeee.
3.4.1 Pengukuran Variabel ...........ccccevviieviiieeniieeieeeiee e,
3.4.2 Definisi Konseptual dan Operasionalisasi Variabel .......
Populasi dan Sampel...........cccveveiiiiiiiiieiieceece e
3.5.1 Kriteria inKIUST..o.eevereeiiniiieeieeieieeeeeeeeeee
3.5.2 Kriteria ekSKIUST ..ccooveeriiriiniiiienieiceeecceee

3.5.3 Besar Sampel........ccccoeiiiiiiiiiiieeeeee e

Xi



BAB IV

3.5.4 Metode Pengumpulan Sampel.............ccoeeviiiiiennennnnnne. 71

3.6  Pengukuran variable...........ccccoviiiiiieniiiiiie e, 72
3.7 Metode Pengumpulan Data...........ccceecereiieniieniiniieiiecieeeeee, 72
3.8 Metode Analisis Data..........ccceeveriinieiienieniieneeceeece 73
3.8.1 Outer Model .....c.ooveviieiiniiiiiienieceeeeeee e 74
3.8.2 Inner Model ......ccooieniiiiiniiniiiieeieeeeeeee e 76
3.8.3  Uji HIPOLESIS ..veeeiiiieciiieeiie ettt 78
3.8.4 Importance-Performance Map Analysis (IPMA)........... 78
HASIL DAN PEMBAHASAN ....oootiiiieeeeeeeee et 80
4.1  Hasil Penelitian .........cccccoeviiiiiiiiiniiiieiieeeeeee e 80
4.1.1 Profil Responden ...........cccccueeeiieeniiiiesiiieeeiie e 80
4.2 Analisis DesKriptif .........cccceeriiiiiiiiieiiieeie e 82
4.2.1 Deskripsi Variabel Independen ............cccccvveevvieeninennnee. 84
4.2.2 Deskripsi Variabel Customer Satisfaction...................... 91
4.2.3 Deskripsi Variabel Revisit Intention ............cccceeenennneee. 93
4.3 Analisa Inferensial..........ccccoiiiiiiiiniiiiiiniee, 96
4.3.1 Analisis Model Pengukuran (Outer Model) ................... 96
4.3.2 Convergent Validity ........ccoceveviiercieerieeceeeceeeeceeeee, 97
4.3.3 Composite Reliability dan AVE First Stage................... 99
4.3.4 Discriminant Validity ........ccccccvveeeiiiierciieeniie e 101
4.4 Analisa Second Order dengan Two-Stage Approach (Disjoint

EWO STAZE) c.vveeeerieeeiiieeiieeeireeeiteeeeteeesteeesteeessaaeensaeeensseeensaeennns 104
4.4.1 Second Stage Outer Model...........ccceeevveeriieeniieeieens 105
4.4.2 Construct Reliability Second Stage..........c.cccecvveerunenns 107

Xii



4.43 Convergent Validity Second Stage..........ccceecvverevennnnnne. 108

4.4.4 Discriminant Validity Second Order..............cccvenen..e. 111
4.5 Second Order Inner Model..........cccoovueviininiiniininiencceee, 112
4.5.1 Multikoliniaritas. ........ccocueveevierienerrienieneeieneese e 113
4.5.2 Analisis PLS-POS......cccooiiiiiieeeeee 127
4.5.3 Analisis Importance- Performance Mapping
GIPIVIAY oo etevriesnsnivenns i oeeoe ol eeeeeveeneenneennene 132
AECMIIDIRKUSI ... ceeelneeiianiaiacsaeesiioneosivn vananeoneod OB ..oooeveenseenenanes 137
BABYV  KESIMPULAN DAN SARAN ....cooiiiiteiisieeeie et 140
5.1 Kesimpulan Penelitian...........ccccoveeeiiieeniiieniieeeiie e 140
52 EEImpUlany................... AN R 140
5.3 Implikasi Penelitian...........ccccceeeviiieeiiiieeiiieeiiecee e 142
5.4 Keterbatasan Penelitian............cccooeeiiiiiiiniiiiinniiiiieciecee 143
5.5 Sardiil. 4 o ........., S S ... SO 144
DAFTAR PUSTAKA ..ottt et eseeste st este et e st eseestes e sssesatesssessesneensanns 145

Xiil



DAFTAR TABEL

Tabel 1.1 Jumlah Fasilitas Kesehatan di Provinsi DKI Jakarta.............cccccevenneene. 20
Tabel 1.2 Persentase Penduduk yang Mempunyai Keluhan Kesehatan dan Berobat
Jalan Selama Satu Bulan ( Maret 2022 ) ......cc.oeeevieeiiieeeieeeeeeeee e 21

Tabel 1.3 Persentase Pasien yang Berobat Jalan ke Klinik Pratama Jalan Pada

bulan Maret 2022........cc.eiiieienieeeiesieeeee sttt 21
Tabel 2.1 Karakteristik SERVQUAL..........ccooeeiiiiiiiiieeiccec e 48
Tabel 3.1. Definisi Konseptual dan Definisi Operasional.............cccccevceevverienneene 65
Tabel 4.1 Profil Demografi Responden............ccoocuveeeiiieiiiiiiiiiiiiicccccee e, 81
Tabel 4.2 Kategori Jawaban Responden.............cccceeeviieeiiieiiiieiiiiecieeeee e &3
Tabel 4.3. Tabel Deskripsi Variable Independen ............ccccoeevieeiiieniiieniieeciien, 86
Tabel 4.4. Table Deskripsi Variabel Customer Satisfaction....................c........... 91
Tabel 4.5. Tabel Deksripsi Variable Revisit Intention..................ccoeeeecvveeeeveennnen.. 94
Tabel 4.6 Nilai Outer Loading ..........cc.eoeviiiieiiiieiiieeciie e eee e e evee e 98

Tabel 4.7 Nilai Cronbach’s Alpha, Point of Estimate dan Composite Reliability
. e R —— e A e e 100
Tabel 4. SWilalrCrossLoadme. ...V Vi Sl i . 101

Tabel 4.9 Nilai Rasio Heterotrait / Monotrait. Discriminant Validity first stage

v eversresseesuseeersassvesseassesnee SNRRRARStustonnsnes ateananans i st . eeveesrenseerenereesaesenestans 103
Tabel 4.10 Nilai Outer Loading HOC ............ccceooiiieiiiieiieeeeceecee e 105
Tabel 4.11 Cronbach’s alpha, Composite reliability, dan nilai AVE.................. 108
Tabel 4.12 Tabel Convergent Validity dengan Confidence Interval................... 109
Tabel 4.13 HTMT Second Order dengan Cl...........cccceveeiieeiiieicieecieeceeeen 112
Tabel 4.14 Tabel Inner VIF ........ccccooiiiiiiiiiieeceeeeeeee e 114

Xiv



Tabel 4.18 Nilai R-squared (R?) ..........cocoueeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeesese e, 115

Tabel 4.16 EffeCt SiZ€ (f2) cvveviieiieeie ettt 117
Tabel 4.17 Nilai Q2 predict ... 119
Tabel 4.18 Nilai Cross — Validated Predictive Ability (CVPAT).......ccccveeennee. 121
Tabel 4.19 Signifikansi dan KoefiSien ...........ccceevvveeeeiiiiiiieiiieeceeccee e 122
Tabel 4.20 AnalisisS MEAIAST ...c..eerueiiiiiiiieiieeiieee e 126
Tabel 4.21 Hasil PLS-POS .......coooi et 129
Tabel 4.22 Hasil Perbandingan Koefisien 2 Segmen ..........cccceeeeveercveeiecieeennenne 130
Tabel 4.23 Nilai IPMA KOnStruK .........oooieiiiiiiiiiiiieieeeeeeeee e 133
Table 4.24 Nilai IPMA IndiKator ........coceeiiiiiiiiiiiiieieecee e 134

XV



DAFTAR GAMBAR

Gambar 2.1 Kerangka Konseptual AdireStuty..........cccveeveeriienieniiienienieeiieeiens 60
Gambar 2.2 Kerangka Konseptual Wandebori............ccocveeiienieniiienieniieiieene 60
Gambar 2.3 Kerangka konseptual Penelitian ...........cccccoceevervienieneniinceneniennn, 59
Gambar 4.1 Hasil Outer Model First Stage........c.cccoevviierieniienienieeieeieeiee e 97
Gambar 4.2 Outer model second Stage..........ceevveriierieeiiienieeieeie e 105
Gambar 4.3 Gambar Convergent Validity Second Order ...........ccceeevveurennrennnen. 109
Gambar 4.4 Second Stage Inner Model......................cccooviviiieniinenieniaennn, 113
Gambar 4.5 Path Coefficient. .. ......cccooiueiiiiiiiiie e 125
Gambar 4.6 PLS -POS Segmen 1 (n=195).....ccceeiiiiiiiiiiiiiiieieeeeeeeeeee, 131
Gambar 4.7 PLS-POS Segmen 2 (N =606 )......ccccveeeiieeniieeiiieeiiee e eieeeevee e 132
Gambar 4.8 IPMA KONStrUK .........cooiiiiiiiiiiiiiieeeeeeee e 135
Gambar 4.9 IPMA INAIKALOT ........c.eoouerieeriieiierieeie ettt s 136

XVl



DAFTAR LAMPIRAN

LAMPIRAN 1. KUESIONER........cccooiiiiiiiiiiiiiiicccceeee e 151
LAMPIRAN 2. FIRST STAGE OUTER MODEL .......cccccoooiiiiiiiiniiiieniceens 155
LAMPIRAN 3. SECOND STAGE INNER MODEL .........ccccccceeiiiiiiiniiinene 156
LAMPIRAN 4. HASIL TURNITIN ......cocoiiiiiiiiiiiiiiiieecceee 157

Xvil



	PERNYATAAN KEASLIAN KARYA TUGAS AKHIR
	“PENGARUH SERVICE QUALITY, PERCEIVED VALUE, TERHADAP REVISIT INTENTION YANG DIMEDIASI OLEH CUSTOMER SATISFACTION PADA FASILITAS PELAYANAN KESEHATAN

	UNIVERSITAS PELITA HARAPAN FAKULTAS KEDOKTERAN
	PERSETUJUAN DOSEN PEMBIMBING TUGAS AKHIR
	Tesis MARS
	Menyetujui,
	(Dr. Ir. Dewi S. S. Wuisan, M.M)

	UNIVERSITAS PELITA HARAPAN FAKULTAS KEDOKTERAN
	PERSETUJUAN TIM PENGUJI TUGAS AKHIR
	Nomor Pokok Mahasiswa    01615210025
	Nama Penguji Status Tanda Tangan

	ABSTRAK
	Lanny (01615210025)

	ABSTRACT
	THE EFFECT OF SERCIVE QUALITY, PERCEIVED VALUE MEDIATED BY CUSTOMER SATISFACTION IN PRIMARY HEALTHCARE FACILITIES

	KATA PENGANTAR
	DAFTAR ISI
	DAFTAR TABEL
	DAFTAR GAMBAR
	DAFTAR LAMPIRAN
	BAB I PENDAHULUAN
	1.1 Latar Belakang Penelitian
	Tabel 1.1 Jumlah Fasilitas Kesehatan di Provinsi DKI Jakarta
	Tabel 1.2 Persentase Penduduk yang Mempunyai Keluhan Kesehatan dan Berobat Jalan Selama Satu Bulan ( Maret 2022 )
	Tabel 1.3 Persentase Pasien yang Berobat Jalan ke Klinik Pratama Jalan Pada bulan Maret 2022
	1.2 Pertanyaan Penelitian
	1.3 Tujuan Penelitian
	1.4 Manfaat Penelitian
	1.5 Sistematika Penulisan

	BAB II TINJAUAN PUSTAKA
	2.1 Dasar Teori
	2.1.1 REVISIT INTENTION
	2.1.2 CUSTOMER SATISFACTION
	2.1.3 PERCEIVED VALUE
	2.1.4 SERVICE QUALITY
	Tabel 2.1 Karakteristik SERVQUAL
	2.2 Penelitian Sebelumnya dan Pengembangan Hipotesis (Previous Studies and Hypothesis)
	2.2.1 Pengaruh Service Quality terhadap Patient Satisfaction
	2.2.2 Pengaruh positif Perceived Value terhadap Patient Satisfaction
	2.2.3 Pengaruh positif Patient Satisfaction terhadap Revisit Intention
	2.2.4 Pengaruh positif Service Quality terhadap Revisit Intention
	2.2.5 Pengaruh positif Perceived Value terhadap Revisit Intention
	2.3 Kerangka konseptual penelitian
	Gambar 2.2 Kerangka Konseptual Wandebori
	Gambar 2.3 Kerangka Konseptual Penelitian


	BAB III METODOLOGI PENELITIAN
	3.1 Objek Penelitian
	3.2 Unit Analisis
	3.3 Tipe Penelitian
	3.4 Pengukuran Variabel Penelitian
	3.4.1 Pengukuran Variabel
	3.4.2 Definisi Konseptual dan Operasionalisasi Variabel
	Tabel 3.1. Definisi Konseptual dan Definisi Operasional
	3.5 Populasi dan Sampel
	3.5.1 Kriteria inklusi
	3.5.2 Kriteria eksklusi
	3.5.3 Besar Sampel
	3.5.4 Metode Pengumpulan Sampel
	3.6 Pengukuran variable
	3.7 Metode Pengumpulan Data
	3.8 Metode Analisis Data
	3.8.1 Outer Model
	3.8.1.1 Uji Validitas Konvergen
	3.8.1.2 Uji Validitas Diskriminan
	3.8.1.3 Uji Reliabilitas
	3.8.2 Inner Model
	3.8.2.1 Multikolinieritas
	3.8.2.2 Koefisien Determinasi (R-squared)
	3.8.2.3 Nilai Effect Size (f-Squared)
	3.8.2.4 Nilai Predictive Relevance (Q-Squared)
	3.8.3 Uji Hipotesis
	3.8.4 Importance-Performance Map Analysis (IPMA)

	BAB IV
	4.1 Hasil Penelitian
	4.1.1 Profil Responden
	Tabel 4.1 Profil Demografi Responden
	4.2 Analisis Deskriptif
	(nilai maksimum skala - nilai minimum skala)/skala poin = (5-1)/5 = 0,800
	Tabel 4.2 Kategori Jawaban Responden
	4.2.1 Deskripsi Variabel Independen
	Tabel 4.3. Tabel Deskripsi Variable Independen
	4.2.3 Deskripsi Variabel Revisit Intention
	4.3 Analisa Inferensial
	Gambar 4.1 Hasil Outer Model First Stage
	4.3.2 Convergent Validity
	Tabel 4.6 Nilai Outer Loading
	4.3.3 Composite Reliability dan AVE First Stage
	Tabel 4.7 Nilai Cronbach’s Alpha, Point of Estimate dan Composite Reliability
	4.3.4 Discriminant Validity
	4.4.1 Second Stage Outer Model
	Gambar 4.2 Outer model second stage
	Tabel 4.10 Nilai Outer Loading HOC
	4.4.2 Construct Reliability Second Stage
	Tabel 4.11 Cronbach’s alpha, Composite reliability, dan nilai AVE
	4.4.3 Convergent Validity Second Stage
	Gambar 4.3 Gambar Convergent Validity Second Order
	Tabel 4.12 Tabel Convergent Validity dengan Confidence Interval
	4.4.4 Discriminant Validity Second Order
	4.5 Second Order Inner Model
	4.5.1 Multikoliniearitas
	4.5.1.1 Inner Variance Inflation Factor (Inner VIF)
	Tabel 4.14 Tabel Inner VIF
	4.5.1.2 Koefisien Determinan (R2)
	4.5.1.3 Effect Size (f2)
	Tabel 4.16 Effect Size (𝑓²)
	4.5.1.4 Predictive Relevance
	Tabel 4.18 Nilai Cross – Validated Predictive Ability (CVPAT)
	4.5.1.5 Hasil Uji Hipotesis
	Tabel 4.19 Signifikansi dan Koefisien
	IV.5.1.5.1 Hasil Uji Hipotesis H1
	IV.5.1.5.2 Hasil Uji Hipotesis H2
	IV.5.1.5.3 Hasil Uji Hipotesis H3
	IV.5.1.5.4 Hasil Uji Hipotesis H4
	IV.5.1.5.5 Hasil Uji Hipotesis H5
	Gambar 4.5 Path Coefficients
	IV.5.1.5.6 Analisis Mediasi
	Tabel 4.20 Analisis mediasi
	4.5.2 Analisis PLS-POS
	Tabel 4.21 Hasil PLS- POS
	Tabel 4.22 Hasil Perbandingan Koefisien 2 Segmen
	Gambar 4.6 PLS -POS Segmen 1 (n = 195)
	Gambar 4.7 PLS-POS Segmen 2 (n = 66 )
	4.5.3 Analisis Importance- Performance Mapping (IPMA)
	Tabel 4.23 Nilai IPMA konstruk
	Table 4.24 Nilai IPMA Indikator
	Gambar 4.8 IPMA Konstruk
	Gambar 4.9 IPMA Indikator
	4.6 Diskusi

	BAB V KESIMPULAN DAN SARAN
	5.1 Kesimpulan Penelitian
	5.2 Kesimpulan
	5.3 Implikasi Penelitian
	5.4 Keterbatasan Penelitian
	5.5 Saran

	DAFTAR PUSTAKA
	LAMPIRAN 1. KUESIONER
	LAMPIRAN 2. FIRST STAGE OUTER MODEL
	LAMPIRAN 3. SECOND STAGE INNER MODEL


