DAFTAR ISI

Halaman
HALAMAN JUDUL.....ooiiiiiiiiii ettt i
PERNYATAAN ORISINILITAS ... I
LEMBAR PENGESAHAN ... i
KATA PENGANTAR. ... v
LEMBAR PERSETUJUAN PUBLIKASI KARYA ILMIAH ..........ccoiieielV
ABSTRAK .o vi
DAF T AR IS e viii
DAFTAR GAMBAR ... e, Xi
DAFTAR TABEL ...t e Xii
DAFTAR LAMPIRAN ... e xiii
BAB 1 PENDAHULUAN ... 1
1.1. LatarBelakangPenelitian ...................cooiiiiiiiiiiii 1
1.2. IdentifikasiMasalah ...............ccooiiiiiiiiiii e 6
1.3. BatasanMasalah ...............coooiiiiii 6
1.4. RumusanMasalah ... 6
1.5, TujuanPenelitian ..........ooviiiiiniiiiiie e 7
1.6. ManfaatPenelitian ...............ccoiiiiiiiiiiiiiiiiii e 7
BAB 2 TINJAUAN PUSTAKA .., 8
2.1, KajianLiteratur ........c.ovouiiiriiiiiiie e 8
2.1.1 KualitasPelayanan ..............cccooiiiiiiiiiiiiieeee 8
2.1.2.PersepsiHarga. ........o.oouiieiiiiiiiii 10
2.1.3 CitraMerekK..........oooiiiiiiiiiiii e, 11
2.1.4 KepuasanPasien.............cooevuiiiiiiiiiiiiiiiiiiiiia, 13
2.1.5 LoyalitasPasien ...........ccoeviuiiiiiiiiiiiiii i, 15
2.2. DefinisiRumahSakit.................coooiiiiiiii 19
2.2.1. KlasifikasiRumahSaKkit ..., 20
2.2.2 PengertianRumahSakitlbudanAnak............................. 21
2.2.3 JenisPelayanan di RumahsakitlbudanAnak................. 22
2.2.4 TinjauanKegiatan di RumahSakitlbudanAnak................... 22
BAB 3 METODELOGI PENELITIAN ... 26
3.1. KerangkaPenelitian ...............cooooiiiiiii 26
3.2. HipotesisPenelitian ..............coooiiiiiiiiii 27
3.3. DesainPenelitian .............ccooiiiiiiiiiiiii 34
3.4. DefinisiOperasionaldanPengukuranVariabel ................... 34

viii UniversitasEsaUnggul



3.5. TeknikPengumpulan Data danPengambilanSampel ............ 43

351, JenisData .......coooiiiiiiiii e, 43
3.5.2. PopulasidanSampel ..............ccooiiiiiiiiii 44
3.5.3. TeknikPengambilanData ......................coiiiii 44
3.6. UjiKualitasData ...........c.ccoeiiiiiiiiiiiii e 46
3.6.1. UjiValiditas ........coooviiiiiii e, 46
3.6.2. UjiReliabilitas ...........ccooeviiiiiiiiii 47
3.7, UjJiINTerensial ........ccoovoiiiiiiiie e 48
3.8. MetodeAnaliSISSEM ..........oiiiiiiiice e 49
3.8.1. Variabel — Variabeldalam SEM ........................... 49
3.8.2. Model —Model dalamSEM ................cccovevveinnn... 50
3.8.3. Two Step Approach .........ccooevviiiiiiiiiiiiiiieanne 50
3.8.4. Confirmatory Factor Analysis (CFA) ..................... 51
3.8.5. Second-order Confirmatory Factor Analysis ............. 53
3.8.6. Analisis Model Struktural ................coiiiiiiiininn 54
3.9. TeknikAnalisis Data ...........ccc.ooviiiiiiiiiiii e 55
3.9.1. Asumsi-AsumsiPenggunaanSEM ......................... 55
3.9.2. Tahapan-tahapan SEM ..., 56
BAB 4 ANALISADANPEMBAHASAN .........ccoiiiiiiiiiiiieieieeen. . B2
4.1. PelaksanaanPenelitian .............cccoiiiiiiiiiii 62
4.1.1. PelaksanaanPre-test ...........ccoovvieiiiiiiiiiiiiiiienes 62
4.1.2. PelaksanaanSurvel ..........ccooeviviiiiiiiiiiiiieeie, 64
4.2. ProfilResponden ..........cooiiiiiiiii 64
4.2.1. JenisKelamin ..............coooiiiiiiiiiii 64
A.2.2. USIQ oo 65
4.2.3. Pendidikan Formal Terakhir ................................. 66
424, Pekerjaan .........coooiiiiiiii 67
4.2.5. Jumlahpasienberkunjung di polirawatjalan............ 68
4.2.6. FrekuensiKujungan..............c.ocoiiiiiiiiiiiieenn, 69
4.3. AnalisaStatistikDeskriptifKuesioner ................ccocoeveneenn... 70
4.4. AnalisisinferensialTerhadapVariabelPenelitian..................... 72
4.4.1.Penilaian RespondenBerdasarkanKelompokJenis Kelamin..72
4.4.2 Penilaian RespondenBerdasarkanKelompokUmur............ 74
4.4.3.Penilaian RespondenBerdasarkan Tingkat Pendidikan.........75
4.4.4 Penilaian RespondenBerdasarkanJenisPekerjaan.............. 75
4.4.5.Penilaian RespondenBerdasarkanKunjunganPoliRawatJalan
.......................................................................... 76
4.4.6.Penilaian RespondenBerdasarkanFrekuensiKunjungan...... 77
4.5. Confirmatory Factor Analysis (CFA) ..........ccooiiiiiiiiinin 78
45.1. AnalisisValiditas Model Pengukuran ...................... 78
4.5.2. UjiKecocokan Model (Goodness of Fit) .................. 84
4.5.3. AnalisisReliabilitas Model Pengukuran .................. 88

ix UniversitasEsaUnggul



4.6. Second Order Confirmatory Factor Analysis (2" CFA) ......... 89
4.6.1. UjiKecocokanKeseluruhan Model (Goodness of Fit) .. 90

4.6.2. UjiKecocokan Model Struktural ........................... 94
4.7. PengujianHIPOtESIS .. .vuvirieiei ettt 97
4.8. Implimentasimanajerial.................coooiiiiiiiiiii 103
4.8.1.Faktor KualitasPelayananTerhadapKepuasanPasien......... 103
4.8.2.Faktor KepuasanPasienTerhadapLoyalitasPasien.............105
4.8.3.Kualitas PelayananTerhadapLoyalitasPasien................... 106
4.8.4.Faktor Citra MerekRumahSakitTerhadapLoyalitas Pasien.111
4.8.5.Faktor KualitasPelayananTerhadap Citra MerekRumahSakit..
................................................................................ 112
4.8.6.Faktor PersepsiHargaTerhadapLoyalitasPasien.............. 113
BABS5 KESIMPULAN DAN SARAN......ooiiiii e, 115
5.1, KeSImpulan ..........cooiuiiiiiiiiii 115

D2, SATAN oo, 116

5.3. KeterbatasanPenelitian ...........oeoeeeeieeee e 118
DAFTAR REFERENSI ..o e 119
LAMP IR AN 124

X UniversitasEsaUnggul



