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ABSTRAK

Parahesti Kusuma Wardhani. Analisis Pengaruh Kualitas Pelayanan Kesehatan dan
Kepuasan Terhadap Loyalitas Pasien di Rumah Sakit Gigi dan Mulut Soelastri.
Tujuan penelitian ini adalah untuk menganalisis pengaruh positif keandalan,
ketanggapan, jaminan, empati, dan bukti fisik terhadap kepuasan dan pengaruh kepuasan
terhadap loyalitas pasien di Rumah Sakit Gigi dan Mulut Soelastri. Penelitian ini
merupakan jenis penelitian kuantitatif. Populasi penelitian ini adalah mencakup seluruh
pasien yang menjalani perawatan gigi dan mulut di Rumah Sakit Gigi dan Mulut
Soelastri. Sampel pada penelitian ini adalah 100 pasien yang menjalani perawatan gigi
dan mulut di Rumah Sakit Gigi dan Mulut Soelastri pada tahun 2020. Analisis data
menggunakan pendekatan Partial Least Square (PLS) — SEM dengan bantuan software
SmartPLS versi 3.3.0. Hasil penelitian menunjukkan bahwa (1) Keandalan berpengaruh
terhadap kepuasan pasien di RSGM Soelastri, (2) Daya tanggap tidak berpengaruh
terhadap kepuasan pasien di RSGM Soelastri,(3) Jaminanberpengaruh terhadap kepuasan
pasien di RSGM Soelastri, (4) Empati berpengaruh terhadap kepuasan pasien di RSGM
Soelastri, (5) Bukti Fisik berpengaruh terhadap kepuasan pasien di RSGM Soelastri, dan
(6) Kepuasan berpengaruh terhadap loyalitas pasien di RSGM Soelastri.

Kata Kunci : Kualitas pelayanan, kepuasan pasien, loyalitas pasien.
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ABSTRACT

Parahesti Kusuma Wardhani.Analysis of the Effect of Health Service Quality and
Satisfaction on Patient Loyalty at Soelastri Dental and Oral Hospital. The purpose of
this study was to analyze the positive effect of reliability, responsiveness, assurance,
empathy, and physical evidence on satisfaction and the effect of satisfaction on patient
loyalty at the Soelastri Dental and Oral Hospital. This research is a type of quantitative
research. The population of this study included all patients who underwent dental and
oral care at the Soelastri Dental and Oral Hospital. The sample in this study was 100
patients who underwent dental and oral care at the Soelastri Dental and Oral Hospital in
July - August 2020. Data analysis used the Partial Least Square (PLS) — SEM approach
with the help of SmartPLS software version 3.3.0. The results showed that (1) Reliability
had an effect on patient satisfaction at RSGM Soelastri, (2) Responsiveness had no effect
on patient satisfaction at RSGM Soelastri, (3) Guarantee had an effect on patient
satisfaction at RSGM Soelastri, (4) Empathy had an effect on patient satisfaction at
RSGM Soelastri. RSGM Soelastri, (5) Physical evidence affects patient satisfaction at
RSGM Soelastri, and (6) Satisfaction affects patient loyalty at RSGM Soelastri.

Keywords: Quality of service, patient satisfaction, patient loyalty.
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