
 

68 
 

 
 

DAFTAR PUSTAKA 

Assila Anis Asnawi, Zainudin Awang, Asyraf Afthanorhan, Mahadzirah Mohamad 

and Fazida Karim.  2019.  The influence of hospital image and service 

quality on patients’ satisfaction and loyalty.  Management Science Letters 

9,  Faculty of Economics and Management Sciences, Universiti Sultan 

Zainal Abidin 21300 Kuala Nerus, Terengganu, Malaysia.  

A. Azhari, B. Modding, I. Labbase and A. Plyriadi.  2020.  The Effect of Quality of 

Service, Image, and Business Ethics on Satisfaction and Loyality of Patients 

in Hospitals in Makassar City.  International Journal of Management 

Progress Volume 1 Number 2 

Afthanorhan, A., Awang, Z., & Fazella, S. (2017). Perception of tourism impact 

and support tourism development in terengganu. Malaysia. Social Sciences, 

6(3), 106. 

Ali, M., Asmi, F., Rahman, M.M., Malik, N., Ahmad, M.S., 2017. Evaluation of E-

service quality through customer satisfaction (A case study of FBR E-

taxation). Open J. Soc. Sci. 5 (9), 175–195. 

Andreassen, Wallin Tor, Lindestad, Bodil. (1998). The Effect Of Corporate Image 

In The Formation Of Custumer Loyality. Journal of Service Research, 

Volume 1. No.1, pg 82-92, Sage Publications, Inc. 

Aydin, S., & Özer, G. (2005). The analysis of antecedents of customer loyalty in 

the Turkish mobile telecommunication market. European Journal of 

Marketing, 39(7/8), 910–925. 

Ben Naoui, F., et al. (2010). "The impact of relationship quality on client's loyalty: 

An application in the parapharmaceutical industry."  4(2): 137-156. 

Budi, A. (2014). Kepercayaan dan Loyalitas Konsumen. Jurnal Fokus Ekonomi 

9(1): 96-108. 

Cai, S., Cai, W., Deng, L., Cai, B. and Yu, Min. (2016) ‘Hospital organizational 

environment and Staff Satisfaction in China: A Large-Scale Survey’, 

International Journal of Nursing Practice, 22(6), pp. 565 – 573. 

Chana, P., et al. (2021). "Effect of the service marketing mix (7Ps) on patient 

satisfaction for clinic services in Thailand."  1(2): 1-12. 

Chen Y-C (2017) The relationships between brand association, trust, commitment, 

and satisfaction of higher education institutions. Int J Educ Manag 

31(7):973–985. https://doi.org/10.1108/IJEM-10-2016-0212 

https://doi.org/10.1108/IJEM-10-2016-0212


 

69 
 

 
 

Danesh S.N., Nasab, S.A. & Ling, K.C. (2012). The Study of Customer 

Satisfaction, Customer Trust  and  Switching  Barriers  on  Customer  

Retention  in  Malaysia  Hypermarkets. International Journal of business and 

Management, 7, 7 

Daud, A., Farida, N., Razak, M., 2018. Impact of customer trust toward loyalty: the 

mediating role of perceived usefulness and satisfaction. Journal of Business 

and Retail Management Research 13 (2), 235–242.  

Deshwal, P. and Bhuyan, P. (2016), “Cancer patient service experience and 

satisfaction”, International Journal of Healthcare Management, Vol. 11 No. 

2, pp. 88-95. 

Diza, Farah, Silcyljeova Moniharapon, Imelda W. J Ogi. (2016). Pengaruh Kualitas 

Pelayanan, Kualitas Produk Dan Kepercayaan Terhadap  Kepuasan 

Konsumen (Studi Pada PT.FLF Group). Jurnal EMBA.Vol.4.No.1.  

Doney, P. M. and J. P. J. J. o. m. Cannon (1997). "An examination of the nature of 

trust in buyer–seller relationships."  61(2): 35-51. 

Dowling, Grahame R. (1988). Measuring Corporate Images: A Review of 

Alternative Approaches. Journal of Business Research 17.27-34, Elsavier 

Science Publishing Co., Inc. 

Eckert, C. (2017), “Corporate reputation and reputation risk: definition and 

measurement from a (risk) management perspective”, The Journal of Risk 

Finance, Vol. 18 No. 2, pp. 145-158. 

Eckert, C., et al. (2022). "Managing customer satisfaction: digital applications for 

insurance companies."  47(3): 569-602. 

Eduardo Dias Coutinho, Paulo Roberto da Costa Vieira, Cecília Lima de Queir_os 

Mattoso and Irene Raguenet Troccoli, and Marcos Jose Pereira Renni.  

2019. Influence of service quality and corporate image on the satisfaction of 

patients with Brazil’s National Cancer Institute.  International Journal of 

Pharmaceutical and Healthcare Marketing Vol. 13 No. 4, 2019 pp. 447-468. 

Febriana, Kenny dan Catherine dan Andreani, Fransisca. 2014. Pengaruh Customer 

Experience dan Kepercay aan Terhadap Kepuasan Konsumen Di TX Travel 

Klampis. Jurnal Manajemen Perhotelan Petra. 

Gürses, S. and Kiliç, K.C. (2013), “Corporate image aspect of corporate 

management in healthcare industry: definition, measurement and an 

empirical investigation”, International Business Research, Vol. 6 No. 12, 

pp. 31-45. 



 

70 
 

 
 

Holbrook, M. B., & Hirschman, E. C. (1982). The experiential aspects of: 

Consumer fantasies, feelings, and fun. Journal of Consumer Research, 9(2), 

132-140.  

Ishak, A. dan L. Zhafitri. (2011). Pengaruh Kepuasan dan Kepercayaan Konsumen 

terhadap Loyalitas : Studi Tentang Peran Mediasi Switching Costs. Jurnal 

siasat bisnis 15(1) : 55-66 

Johnson, M. D., Gustafsson, A., Andreassen, T. W., Lervik, L., & Cha, J. (2001). 

The evolution and future of national customer satisfaction index models. 

Journal of Economic Psychology, 22(2), 217-245. 

Kementerian Kesehatan RI. Undang-Undang  Republik  Indonesia  Nomor  40  

Tahun  2004  tentang  Sistem Jaminan Sosial Nasional. , (2004) 

Kotler, Philip and Kevin Lane Keller, 2016. Marketing Manageme., Pearson 

Education,Inc.  

Kumah, Emmanuel.  2019. Patient experience and satisfaction with a healthcare 

system: connecting the dots. International Journal of Healthcare 

Management, Pages 173-179. 

Larson, Elysia, Sharma, Jigyasa, Bohren, Meghan A & Tunçalp, 

Özge. (2019). When the patient is the expert: measuring patient experience 

and satisfaction with care. Bulletin of the World Health 

Organization, 97 (8), 563 - 569. World Health Organization.  

Lewis, R. C., & Booms, B. H. (1983). The marketing aspects of service quality. 

Emerging Perspectives on Services Marketing, 65(4), 99–107 

Luhur Sukamuljo, Endang Ruswanti, Mus Aida.  2021. Hospital Image and Service 

Quality Are Not Able to Provide Patient Satisfaction and Loyalty Effect. 

Journal of Multidisciplinary Academic Vol. 5, No. 4, 2021. 

Meyer, Christoper dan Andre Schwager. (2007). Understanding customer 

experience. Harvard Business Re-view, 85(2), 116.  

Moliner, (2009). "Loyalty, perceived value and relationship quality in healthcare 

services." Journal of service management, 20 (1) : 76 - 97. 

Morgan, and Hunt (1994). "The commitment-trust theory of relationship 

marketing."  Journal of Marketing, 58(3): 20-38. 

Muhammad, A. 2009. Hukum Asuransi Indonesia. Citra Aditya Bakti. Bandung. 



 

71 
 

 
 

Neupane, R., & Devkota, M. (2017). Evaluation of the Impacts of Service Quality 

Dimensions on Patient/Customer Satisfaction: A Study of Private Hospitals 

in Nepal. International Journal of Social Sciences and Management,

 4(3), 165–176 

Nguyen, Nha, Leblanc, Gaston. (1998). The Mediating Role Of Corporate Image 

On Customers’ Retention Decisions: An Investigation In financial Services. 

International Journal of Bank Marketing. Volume 16. No. 2. MCB 

University Press. 

Nguyen, N., & Leblanc, G. (2001). Corporate image and corporate reputation in 

customers’ retention decisions in services. Journal of Retailing and 

Consumer Services, 8(4), 227-236. 

Nurfitriani, Irwandy, Atjo Wahyu. 2021.  Effect of Service Experience and 

Perceived Value on Patients Satisfaction with Special Hospitals for Mom 

and Children.  Journal of Asian Multicultural Research for Medical and 

Health Science Study, Vol 2 No. 1. 

Oliver, Selamat. 2008. Analisis Pengaruh Customer Experience Terhadap 

Kepuasan Konsumen Pada Amazone Sun Plaza Medan.  InSearch, 

Universitas Informatika dan Bisnis Indonesia - 1 of 9. 

Panigrahi, S.K., Azizan, N.A., Khan, M.W.A., 2018. Investigating the empirical 

relationship between service quality, trust, satisfaction, and intention of 

customers purchasing life insurance products. Indian Journal Market. 48 (1), 

28–46. 

Pine, B. J., & Gilmore, J. H. (2011). The experience economy. Harvard Business 

Press.  

Qin, H., Prybutok, V.R., Peak, D.A. and Boakye, K.G. (2014), “UCPERF: an urgent 

care patient satisfaction instrument”, Quality Management Journal, Vol. 21 

No. 3, pp. 11-25. 

Ratnasari, Ina and Sri Damayanti.  2020. Pengaruh Kualitas Pelayanan Dan 

Kepercayaan Pasien  Terhadap Kepuasan Pasien Rawat Inap Kelas 1 

PesertA BPJS Di  RSUD Karawang.  Cakrawala Management Business 

Journal Volume 3 Nomor 2.  

Ratnasari, D., Misnaniarti, M., & Windusari, Y. (2020). Analisis Kualitas Layanan 

Pasien Jaminan Kesehatan Nasional (JKN) Mandiri di Instalasi Rawat Jalan 

Rumah Sakit Umum Daerah (RSUD)   Sekayu   Tahun   2019. Jurnal    

Kesehatan    Vokasional, 5(2),   74.   

https://www.amrsjournals.com/index.php/jamrmhss/issue/view/10
https://www.amrsjournals.com/index.php/jamrmhss/issue/view/10


 

72 
 

 
 

Rimawan, E., Mustofa, A., Mulyanto, A.D., 2017. The influence of product quality, 

service quality and trust on customer satisfaction and its impact on customer 

loyalty (Case Study PT ABC Tbk). Int. J. Sci. Eng. Res. 8 (7), 2330–2336. 

Robinnete, S., & C. Brand. (2008). Emoticon marketing. US : McGrow Hill 

Sangadji,  Etta  Mamang  dan  Sopiah.  2013.  Perilaku  Konsumen.  Yogyakarta: 

CV. Andi Offset 

Saputra R, Citra KD (2015) The impact of brand trust on brand loyalty mediated by 

customer satisfaction: case of Tokobagus.com (now OLX.co.id). Journal 

Administration Bussines Study :  1(1).  

Schmitt, B.H. (1999) Experiential Marketing. Journal of Marketing Management, 

15, 53-67. http://dx.doi.org/10.1362/026725799784870496. 

Semuel, Hatane dan Diah Dharmayanti. 2013. Pengaruh Customer Experience 

Quality terhadap Customer Satisfaction dan Customer Loyalty di Kafe 

Excelso Tunjungan Plaza Surabaya: Perspektif B2C. Jurnal Manajemen 

Pemasaran Petra Vol.1, No.1, (2013) 1-15. 

Setyani,  A.  F.,  Widjanarko,  B.,  &  Agushybana,  F.  (2019).  Management  Of  

Hospital  Customer Complaint  With  E-Complaint. Jurnal  

Medicoeticolegal  Dan  Manajemen  Rumah  Sakit, 8(2), 129–137 

Shaw, C., & Ivens, J. (2002). Building great customer experiences. New York: 

MacMillan. 

Siripipatthanakul, S. J. I. J. o. T. i. S. R. and Development (2021). "Service quality, 

patient satisfaction, word-of-Mouth, and revisit intention in a dental clinic, 

Thailand."  5(5): 832-841. 

Su, L., Hsu, M.K., Swanson, S., 2017. The effect of tourist relationship perception 

on destination loyalty at a world heritage site in China: the mediating role 

of overall destination satisfaction and trust. J. Hospit. Tourism Res. 41 (2), 

180–210. 

Sunarto. 2003. Perilaku Konsumen.  Amus. Yogyakarta.  

Swasta Basu, Dharmesta dan Irawan. 2008. Manajemen Pemasaran Modern. 

Liberty, Yogyakarta. 

Xian Guo Li, Xia Wang, Y. J. C. D. (2011). Corporate-, Product-, and User-Image 

Dimensions and Purchase Intentions. 6(9), 1875–1879.  



 

73 
 

 
 

Wijaithammarit S dan Taechamaneestit T. The Impact of Customer Experience 

Management on Customer Loyalty of Supercenter's Shopper in Thailand. 

International Journal of e-Education, e- Business, e-Management and e-

Learning. 2012; 2(6): 473-477. 

Zarei, E., et al. (2015). "The effect of hospital service quality on patient's trust."  

Iranian Red Crscent Medial Journal : 17(1). 


