
x 

 

DAFTAR ISI 

 

HALAMAN JUDUL .............................................................................................. I 

PERNYATAAN KEASLIAN KARYA TUGAS AKHIR ................................. II 

PERSETUJUAN DOSEN PEMBIMBING TUGAS AKHIR ......................... III 

PERSETUJUAN TIM PENGUJI TUGAS AKHIR ......................................... IV 

PERNYATAAN DAN PERSETUJUAN UNGGAH TUGAS AKHIR ............. V 

ABSTRAK ........................................................................................................... VI 

ABSTRACT ....................................................................................................... VII 

KATA PENGANTAR ...................................................................................... VIII 

DAFTAR ISI .......................................................................................................... X 

DAFTAR GAMBAR ........................................................................................ XIV 

DAFTAR TABEL .............................................................................................. XV 

DAFTAR LAMPIRAN ................................................................................... XVII 

BAB I PENDAHULUAN ...................................................................................... 1 

1.1  Latar belakang ............................................................................................. 1 

1.2  Perumusan Masalah .................................................................................. 9 

1.3 Tujuan penelitian .................................................................................... 10 

1.4 Manfaat penelitian .................................................................................. 10 

1.4.1 Manfaat teori dan akademis ........................................................... 10 

1.4.2 Manfaat Praktis atau Pragmatis ..................................................... 11 

1.5 Sistematika Penelitian ............................................................................. 11 

BAB II TINJAUAN PUSTAKA ......................................................................... 13 

2.1 Revisit Intention ...................................................................................... 13 

2.2 Service Quality ........................................................................................ 14 

2.3 Brand Image............................................................................................ 20 

2.4 Patient Trust............................................................................................ 22 

2.5 Patient Satisfaction ................................................................................. 24 

2.6 Penelitian Terdahulu ............................................................................... 27 

2.7 Hubungan Antar Variabel ....................................................................... 34 

2.7.1 Hubungan Service Quality dengan Patient Satisfaction ................ 34 

2.7.2 Hubungan Brand Image dengan Patient Satisfaction .................... 35 



 

xi 

 

2.7.3 Hubungan Patient Trust dengan Patient Satisfaction .................... 35 

2.7.4 Hubungan Service Quality dengan Revisit Intention..................... 36 

2.7.5 Hubungan Brand Image terhadap Revisit Intention ....................... 36 

2.7.6 Hubungan Patient Trust terhadap Revisit Intention ....................... 37 

2.7.6 Hubungan Patient Satisfaction terhadap Revisit Intention ............ 38 

2.7.7 Hubungan Service Quality terhadap Revisit Intention dimediasi oleh 

Patient Satisfaction ................................................................................. 38 

2.7.8 Hubungan Brand Image terhadap Revisit Intention dimediasi oleh 

Patient Satisfaction ................................................................................. 39 

2.7.9 Hubungan Patient Trust terhadap Revisit Intention dimediasi oleh 

Patient Satisfaction ................................................................................. 40 

2.8 Model Penelitian Terdahulu .................................................................... 41 

2.9 Model Penelitian Sekarang ..................................................................... 43 

BAB III METODOLOGI PENELITIAN ......................................................... 44 

3.1 Objek Penelitian ...................................................................................... 44 

3.2  Unit Analisis ........................................................................................... 44 

3.3 Tipe Penelitian ........................................................................................ 45 

3.4  Pengukuran Variabel Penelitian .............................................................. 45 

3.4.1 Skala Pengukuran Variabel ............................................................ 46 

3.4.2 Definisi Konseptual dan Operasionalisasi Variabel ...................... 46 

3.5  Populasi dan Sampel ............................................................................... 50 

3.5.1 Teknik Pengambilan Sample ......................................................... 51 

3.6  Metode Pengumpulan data ...................................................................... 51 

3.7  Metode Analisis Data .............................................................................. 52 

3.7.1  Model Dalam PLS-SEM ........................................................... 53 

3.8  Pengujian Instrumen Penelitian .............................................................. 57 

3.8.1 Uji Validitas ................................................................................... 58 

3.8.2 Uji Reliabilitas ............................................................................... 58 

3.9  Uji Pretest................................................................................................ 58 

3.9.1 Construct Reliability ...................................................................... 60 

3.9.2 Construct Validity .......................................................................... 61 

3.9.3 Discriminant Validity ..................................................................... 61 



 

xii 

 

BAB IV HASIL DAN PEMBAHASAN ............................................................ 63 

4.1 Profil Responden ..................................................................................... 64 

4.2  Uji Data …………………………………………………………………67 

4.2.1 Analisis Deskriptif Responden ...................................................... 67 

4.2.1.1 Service Quality .................................................................. 67 

4.2.1.2 Brand Image ...................................................................... 70 

4.2.1.3 Patient Trust ...................................................................... 71 

4.2.1.4 Patient Satisfaction ............................................................ 72 

4.2.1.5 Revisit Intention ................................................................. 73 

4.2.2  Analisis Inferensial ....................................................................... 74 

4.2.2.1 Measurement Lower Order Construct............................... 75 

4.2.2.1.1 Indicator Reliability (Outer Loading) ................ 76 

4.2.2.1.2 Construct Reability ............................................. 81 

4.2.2.1.3 Convergent Validity ............................................ 82 

4.2.2.1.4 Dicriminant Validity ........................................... 83 

4.2.2.2 Measurement Higher Order Construct ............................. 85 

4.2.2.2.1 Indicator Reliability (Outer Loading) ................ 86 

4.2.2.2.2 Construct Reability ............................................. 88 

4.2.2.2.3 Convergent Validity ............................................ 88 

4.2.2.2.4 Dicriminant Validity ........................................... 89 

4.2.2.3 Structural Model (Inner Model) ........................................ 90 

4.2.2.3.1 Multikolinearitas ................................................. 91 

4.2.2.3.2 Koefisien Determinasi (R2)................................. 92 

4.2.2.3.3 Nilai Effect Size (f2) ............................................ 94 

4.2.2.3.4 Predictive Relevance (Q2)................................... 95 

4.2.2.3.5 Cross-Validated Predictive Ability Test Result 

(CVPAT)............................................................................ 96 

4.2.2.3.6 Hasil Uji Hipotesis .............................................. 97 

4.2.2.3.6.1 Pengaruh Service Quality terhadap 

Patient Satisfaction .............................................. 99 

4.2.2.3.6.2 Pengaruh Brand Image terhadap Patient 

Satisfaction ........................................................ 100 



 

xiii 

 

4.2.2.3.6.3 Pengaruh Patient Trust terhadap Patient 

Satisfaction ........................................................ 101 

4.2.2.3.6.4 Pengaruh Service Quality terhadap 

Revisit Intention ................................................. 103 

4.2.2.3.6.5 Pengaruh Brand Image terhadap Revisit 

Intention ............................................................. 104 

4.2.2.3.6.6 Pengaruh Patient Trust terhadap Revisit 

Intention ............................................................. 105 

4.2.2.3.6.7 Pengaruh Patient Satisfaction terhadap 

Revisit Intention ................................................. 106 

4.2.2.3.6.8 Pengaruh Service Quality terhadap 

Revisit Intention dimediasi oleh Patient 

Satisfaction ........................................................ 107 

4.2.2.3.6.9 Pengaruh Brand Image terhadap Revisit 

Intention dimediasi oleh Patient Satisfaction .... 108 

4.2.2.3.6.10 Pengaruh Patient Trust terhadap 

Revisit Intention dimediasi oleh Patient 

Satisfaction ........................................................ 109 

4.2.2.3.7 Analisis Mediasi ............................................... 111 

4.2.2.3.8 Importance- Performance Mapping Analysis 

(IPMA) ............................................................................. 113 

BAB V KESIMPULAN DAN SARAN ............................................................ 119 

5.1 Kesimpulan ........................................................................................... 119 

5.2 Implikasi Manajerial ............................................................................. 120 

DAFTAR PUSTAKA ........................................................................................ 125 

 

 



xiv 

 

DAFTAR GAMBAR 

 

Gambar 2.1 Model Penelitian Akbar et al (2024) .................................................. 41 

Gambar 2.2 Model Penelitian Tjokorda (2021) ..................................................... 41 

Gambar 2.3 Model Penelitian Yuniarti & Hidayat A. (2021) ................................ 42 

Gambar 2.4 Model Penelitian Damayanti A. & Kusumawardani.K. (2020) ......... 42 

Gambar 2.5 Model Penelitian Wu. (2011) ............................................................. 43 

Gambar 2.6 Rerangka Teori ................................................................................... 43 

Gambar 3.1 Perhitungan G*Power ........................................................................ 51 

Gambar 4.1 Profil Responden berdasarkan Jenis Kelamin .................................... 65 

Gambar 4.2 Profil Responden berdasarkan Usia ................................................... 65 

Gambar 4.3 Profil Responden berdasarkan Tingkat Pendidikan ........................... 66 

Gambar 4.4 Profil Responden berdasarkan Intensitas Kunjungan ........................ 66 

Gambar 4.5 Model Pengukuran Lower Order Construct ...................................... 76 

Gambar 4.6 Model Pengukuran Higher Order Construct ..................................... 86 

Gambar 4.7 Model Pengukuran (Inner Model) ...................................................... 91 

Gambar 4.8 Hasil Uji Importance – Performance Mapping (IPMA) Variable ... 114 

Gambar 4.9 Hasil Uji Importance – Performance Mapping (IPMA) Indicator . 116 

 

 

 

  



xv 

 

DAFTAR TABEL 

Tabel 1.1 Data Jumlah Kunjungan Ulang Pasien RS XYZ Jakarta Barat .............. 7 

Tabel 2.1 Penelitian Terdahulu ............................................................................. 27 

Tabel 3.1 Definisi Konseptual dan Operasionalisasi Variabel.............................. 46 

Tabel 3.2 Hasil Uji Pretest .................................................................................... 59 

Tabel 3.3 Tabel Construct Reliability ................................................................... 60 

Tabel 3.4 Tabel Construct Validity ....................................................................... 61 

Tabel 3.5 Tabel Discriminant Validity .................................................................. 61 

Tabel 4.1 Kategori Jawaban Responden ............................................................... 64 

Tabel 4.2 Deskripsi Variabel Service Quality ....................................................... 67 

Tabel 4.3 Distribusi Frekuensi Brand Image ........................................................ 70 

Tabel 4.4 Distribusi Frekuensi Patient Trust ........................................................ 71 

Tabel 4.5 Distribusi Frekuensi Patient Satiscation ............................................... 72 

Tabel 4.6 Distribusi Frekuensi Revisit Intention ................................................... 73 

Tabel 4.7 Nilai Outer Loading Lower Order Construct ....................................... 78 

Tabel 4.8 Nilai Outer Loading 2 Lower Order Construct .................................... 80 

Tabel 4.9 Nilai Construct Reliability Lower Order Construct ............................. 82 

Tabel 4.10 Nilai Average Variance Extracted Lower Order Construct ............... 83 

Tabel 4.11 Nilai Discriminan Validity (HT/MT) Lower Order Construct………..84 

Tabel 4.12 Nilai Discriminant Validity (Fornell_Larcker Criterion) Lower Order 
Construct ............................................................................................................... 85 

Tabel 4.13 Nilai Outer Loading Higher Order Construct .................................... 86 

Tabel 4.14 Nilai Outer Loading 2 Higher Order Construct ................................. 87 

Tabel 4.15 Nilai Construct Reliability Higher Order Construct .......................... 88 

Tabel 4.16 Nilai Average Variance Extracted Higher Order Construct .............. 89 

Tabel 4.17 Nilai Discriminant Validity (HT/MT) Higher Order Construct.......... 89 

Tabel 4.18 Uji Multikolinearitas ........................................................................... 92 

Tabel 4.19 Nilai R2 ................................................................................................ 93 

Tabel 4.20 Nilai f2 ................................................................................................. 94 

Tabel 4.21 Nilai Q2 Predict Construct .................................................................. 95 

Tabel 4.22 Hasil Uji CVPAT ................................................................................ 97 

Tabel 4.23 Hasil Uji Hipotesis .............................................................................. 98 

Tabel 4.24 Perbandingan Direct Effect dan Indirect Effect ................................111 



 

xvi 

 

Tabel 4.25 Hasil Uji Importance-Performance Mapping Analysis (IPMA) 
Variable ...............................................................................................................113 

Tabel 4.26 Hasil Uji Importance-Performance Mapping Analysis (IPMA) 
Indicator ..............................................................................................................116 

 

  



xvii 

 

DAFTAR LAMPIRAN 

Lampiran A. Kuesioner Penelitian Tesis ............................................................ A-1 

Lampiran B. Data Setting PLS-SEM .................................................................. B-1 

Lampiran C. Gambar Model PLS-SEM .............................................................. C-1 

Lampiran D. Hasil Uji PLS-SEM ....................................................................... D-1 

Lampiran E. Hasil Uji Bootstrapping Model ....................................................... E-1 

Lampiran F. Hasil Uji PLS-Predict CVPAT ........................................................ F-1 

Lampiran G. Hasil Uji IPMA .............................................................................. G-1 

Lampiran H. Hasil Uji Turnitin ........................................................................... H-1 

 


