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ABSTRACT

The purpose of this research is to analyze the influence of service quality
dimensions on patient’s satisfaction and loyalty. On the doctors and nurses
performance questionare was given to the patients polyclinic of Rumah Sakit Jakarta.
This is a quantitative research using Convenience Sampling as sampling methode.
Data were analized using Structural Equation Model (SEM).

From the nurses performance the results show that the service quality dimensions
i.e. responsiveness and assurance have positive influence on customer satisfaction,
while other dimensions have no influence on customer satisfaction.

On the other hand from the doctors performance the result shows that the service
quality dimension ie. reliability and responsiveness have positive influence on
customer satisfaction. Meanwhile emphaty and assurance dimensions give no
influence on customer satisfaction, while the tangible dimension influenced customer
satisfaction in a negative way. Other than that, customer satisfaction gives positive
influence fo loyalty.

Keyword: Service Quality Dimensions, Satisfaction, Loyalty, SEM






ABSTRAK

Tujuan penelitian ini untuk mengkaji dan menganalisa pengaruh dimensi-
dimensi kualitas pelayanan dokter dan perawat terhadap kepuasan pasien dan
dampaknya terhadap loyalitas pasien poliklinik Rumah Sakit Jakarta. Penelitian
ini bersifat kuantitatif melalui metode survey dengan metode penarikan sampel
secara convenience sampling. Data dianalisa dengan Structural Equation Model

(SEM).

Hasil penelitian pada perawat menyatakan bahwa dimensi kualitas
pelayanan yaitu responsiveness dan assurance berpengaruh positif terhadap
kepuasan pelanggan, sedangkan dimensi kualitas pelayanan lainnya tidak
berpengaruh terhadap kepuasan pelanggan.

Untuk hasil penelitian pada dokter menyatakan bahwa dimensi kualitas
pelayanan yaitu reliability dan responsiveness berpengaruh positif terhadap
kepuasan pelanggan, dimensi emphaty dan assurance tidak berpengaruh terhadap
kepuasan pelanggan, sedangkan dimensi tangible, berpengaruh secara negatif
terhadap kepuasan pelanggan. Selain itu, kepuasan pelanggan berpengaruh positif
secara langsung terhadap loyalitas.

Kata Kunci  : Dimensi Kualitas Pelayanan, Kepuasan, Loyalitas, SEM.
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