RINGKASAN

Rumah sakit merupakan institusi pelayan kesehatan yang menyelenggarakan
pelayanan kesehatan kepada pasien perorangan secara paripurna. Oleh karena itu rumah
sakit perlu memberikan pelayanan yang sebaik baiknya kepada masyarakat untuk
menjamin terlayaninya kebutuhan kesehatan masyarakat. Upaya peningkatan pelayanan
kepada masyarakat terus dilakukan, akan tetapi ada saja masalah yang dihadapi.
Permasalahan penelitian ini dilatarbelakangi adanya penurunan jumlah pasien pada tahun
2021 pada saat ada peningkatan pada rumah sakit lain. Untuk mengatasi permasalahan
tersebut maka dilakukan penelitian tentang pelayanan, kepuasan dan loyalitas pasien.
Variabel penelitian yang diteliti adalah hospital service quality, patient empowerment,
facilitity environment patient satisfactiondan patient loyalty. Tujuan dari penelitian ini
adalah:
1. Untuk menguji pengaruh hospita , patient empowerment, dan facilitity

environment terhadap patient ga |sfact|orl f asiefyrawat inap.

2. Untuk menguji pengaruhgf0Spit Qerv % ali atlen powerment, dan facilitity
environment terhadap pétient loyalty pada‘pasien r \at inap

3. Untuk menguji pera atlen‘f‘satlsfactlon dalam memediasi
patient empowermeht, dahJaC|I|t|ty envig@hment terhadap patieft loyaltypada pasien
rawat inap. v

Penelitian dilakukan ;{’rhadap paS|en rawat inap di=rRsUD dr. R. Goeteng
Taroenadibrata Purbali ga“Ukuran sampél yang-diteliti ‘adalah 17 responden. Teknik
pengambilan sampel Kgnsurfien \dalam_penelitian_ini) menggUnakan teknik stratified
random sampling. Tekni anﬁ]—ms data dilakukan dengan .analisks Structural Equation
Model (SEM) dengan softi areWarp PLS:Penelitian-ini menghasi
1. Hasil analisis data defigan Warp PLS dapat disimptitkan gérdapat pengaruh positif

hospital service quality tgrhadap* pq t ga%sfaﬁlon I ini berarti peningkatan
pelayanan berpengaruh terfigdap peningKatah kepuasam

2. Hasil analisis data data dengan \Warg d@iSimpulkan adanya pengaruh positif
patient empowerment terhadap patient satisfaction.Hal ini berarti peningkatan
pemberdayaan pasien berpengaruh terhadap peningkatan kepuasan pasien.

3. Hasil analisis data data dengan Warp PLS dapat disimpulkan adanya pengaruh positif
facilitity environmentterhadap patient satisfaction.Hal ini berarti peningkatan fasilitas
lingkungan berpengaruh terhadap peningkatan kepuasan pasien.

4. Hasil analisis data dengan Warp PLS dapat disimpulkan terdapat pengaruh positif
hospital service quality terhadap patient loyalty . Hal ini berarti peningkatan pelayanan
berpengaruh terhadap peningkatan loyalitas pasien.

5. Hasil analisis data data dengan Warp PLS dapat disimpulkan adanya pengaruh positif
patient empowerment terhadap patient loyalty .Hal ini berarti peningkatan
pemberdayaan pasien berpengaruh terhadap peningkatan loyalitas pasien.

6. Hasil analisis data data dengan Warp PLS dapat disimpulkan adanya pengaruh positif
facilitity environmentterhadap patient loyalty .Hal ini berarti peningkatan fasilitas
lingkungan berpengaruh terhadap peningkatan loyalitas pasien.

7. Hasil analisis data data dengan Warp PLS dapat disimpulkan adanya pengaruh positif
patient satisfaction terhadap patient loyalty .Hal ini berarti peningkatan kepuasan
pasien berpengaruh terhadap peningkatan loyalitas pasien.

gspital service quality,
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Rambahwa patient satisfaction memediasi
hospital service quality, patl empow rment dan acilitity environment dengan
patient loyalty. Sifat medigsthya yal pasiem,memediasi secara parsial
variabel hospital servicg quallty atlent empowe ment dak, facilitity environment
terhadap loyalitas pasig

Saran yang bisa dibefikan Qntuk pengem gan pelayahsm di D dr. R. Goeteng
Taroenadibrata Purbalingga adalah:’ »/

1. Pihak rumah sakit pgrlu ningkatkan‘p anan, pembera:a}/aa pasien dan fasilitas
lingkungan agar kep asa':gaswn meningkat, .\

2. Pihak rumah sakit p@rlu nmgkatkan pelayanan pemberﬁayaa
lingkungan agar loyal‘pasi€n memngkat kepgdarumah sa%?

3. Pihak rumah sakit perlu meflingkatkan-pelayanan, pemberdaya
lingkungan agar kepuaSan pégen meningkat yang akﬁl rny;
kepada rumah sakit ¥ 1963

8. Hasil uji hipotesis mediasi ini dapa

pasien dan fasilitas

n pasien dan fasilitas
embuat pasien loyal
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SUMMARY

The hospital is a health service institution that provides comprehensive health
services to individual patients. Therefore, hospitals need to provide the best possible
service to the community to ensure that the health needs of the community are served.
Efforts to improve service to the community continue to be made, but there are problems
encountered. The background to this research problem is a decrease in the number of
patients in 2021 when there is an increase in other hospitals. To overcome these problems,
research on service, patient satisfaction and loyalty was carried out. The research
variables studied were hospital service quality, patient empowerment, facility environment
patient satisfaction and patient loyalty. The aims of this research are:

1. To examine the effect of hospital service quality, patient empowerment, and facility
environment on patient satisfaction in inpatients.

2. To test the effect of hospital service quality, patient empowerment, and facility
environment on patient loyalty in inpatients.

3. To test the role of patient satisfactios ediating hospital service quality, patient
empowerment, and facility enyifonment on patient [Oyglty in inpatients.

The study was conducied@®on 'n{)‘@ﬂer{tgé‘f}{s_ D dMsR. Goeteng Taroenadibrata
Purbalingga. The samplegSize studied was:171 respondentSy The consumer sampling
technique in this study gised_&stratified random sampli g t8¢chnique. Data analysis
technique was carriedgdut by Structural Eqé@tion Model ( El ) anglysis with Warp PLS
software. This study pfpducessconclusions gl CR~
1. The results of data nal)@s using Warp can'be concluded that there is a positive

effect of hospital sefvice-quality on‘patientsatisfaction, Thissmeahs that the increase in
service affects the ificrease in patient satisfaction:s >y,

2. The results of data a Iys@usin‘g‘ Warp-PLS can be-congcluded
effect of patient emdpwerment on“patient sati'sfactiqn;;\Thi
patient empowerment Mas an‘effect on inéreasing patient satjg .

3. The results of data analySi using:ANaripﬁLé% n e conclgided that there is a positive
influence of the facility envifignment ot patiént Satisfactiof. This means that the increase
in environmental facilities has aned i S

4. The results of data analysis with Warp PLS can be concluded that there is a positive
effect of hospital service quality on patient loyalty. This means that the increase in
service affects the increase in patient loyalty.

5. The results of data analysis using Warp PLS can be concluded that there is a positive
effect of patient empowerment on patient loyalty. This means that increasing patient
empowerment has an effect on increasing patient loyalty.

6. The results of data analysis using Warp PLS can be concluded that ve
effect of the facility environment on patient loyalty. This means th in
environmental facilities has an effect on increasing patient loyalty.

7. The results of data analysis using Warp PLS can be concluded that there Is a positive
effect of patient satisfaction on patient loyalty. This means that an increase in patient
satisfaction has an effect on an increase in patient loyalty.

8. The results of this mediation hypothesis test can be concluded that patient satisfaction
mediates hospital service quality, patient empowerment and facility environment with
patient loyalty. The mediating nature of patient satisfaction variables partially mediates

that there is a positive
eans that increasing
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patient loyalty.
Suggestions that can b

lingga are A
A%es empower patients angfenw gnmental facilities so
increases

1. Hospitals need to impr
that patient satisfactiq

2. The hospital needs to pr@ sel’vmes, r patieqts and‘\env' onmental facilities
so that patient loyalty Increases to the hosp | (\

3. The hospital needs to prﬁ servmes ejnpOWét pauent\s anei’enw onmental facilities
so that patient satisfactio ncreqses thch ultlmﬁte,ly ‘makgs patients loyal to the

hospital é& N éfﬁ-; ,{_} 4
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