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Penelitian ini bertujuan untuk menganalisis pengaruh Kualitas Kompetensi
Dokter, Kualitas Layanan, dan Shared Decision Making (SDM) terhadap
Kepuasan Pasien, serta pengaruh Kepuasan Pasien terhadap Kepatuhan Pasien di
RS Eka Bekasi, termasuk peran mediasi Kepuasan Pasien. Data dikumpulkan dari
125 responden menggunakan pendekatan kuantitatif dan dianalisis dengan Partial
Least Squares - Structural Equation Modelling (PLS-SEM). Hasil penelitian
menunjukkan bahwa Kualitas Layanan dan Shared Decision Making memiliki
pengaruh positif signifikan terhadap Kepuasan Pasien, sementara Kualitas
Kompetensi Dokter tidak memberikan pengaruh signifikan. Selain itu, Kepuasan
Pasien memiliki pengaruh positif signifikan terhadap Kepatuhan Pasien. Namun,
mediasi Kepuasan Pasien hanya signifikan pada hubungan antara Shared Decision
Making dan Kepatuhan Pasien, sementara hubungan melalui Kualitas Kompetensi
Dokter dan Kualitas Layanan tidak signifikan. Temuan ini menegaskan
pentingnya pelibatan pasien dalam pengambilan keputusan medis untuk
meningkatkan kepuasan dan kepatuhan pasien, sementara peningkatan kualitas
layanan dan kompetensi dokter perlu dikaji lebih lanjut untuk memahami
kontribusinya dalam mendukung kepatuhan pasien.
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This study aims to examine the influence of Doctor Competence Quality,
Service Quality, and Shared Decision Making (SDM) on Patient Satisfaction, as
well as the impact of Patient Satisfaction on Patient Compliance at Eka Hospital
Bekasi, with a focus on the mediating role of Patient Satisfaction. Data were
collected from 125 respondents using a quantitative approach and analyzed through
Partial Least Squares - Structural Equation Modelling (PLS-SEM). The findings
reveal that Service Quality and Shared Decision Making significantly and positively
influence Patient Satisfaction, whereas Doctor Competence Quality does not exert
a significant effect. Moreover, Patient Satisfaction positively and significantly
influences Patient Compliance. The mediating role of Patient Satisfaction is
significant only in the relationship between Shared Decision Making and Patient
Compliance, while it is not significant in the relationships involving Doctor
Competence Quality and Service Quality. These findings underscore the critical
role of engaging patients in shared medical decision-making processes to enhance
satisfaction and compliance, while further research is warranted to explore the
contributions of service quality and doctor competence in fostering patient
compliance.

Reference : 88 (1988 - 2024)
Key Words . Patient Satisfaction, patient adherence, doctors' competence
quality, service quality, shared decision-making.

Vii



