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SUMMARY

Efforts to Increase Inpatient Bed Occupancy Rate (BOR) Based on Analysis
of Consumer Characteristics, Brand Image and Purchase Decisions
of Public Patients in Navy Hospital Dr. Ramelan Surabaya

Dr. Ramelan Navy Hospital (Rumkital Dr. Ramelan) is a hospital managed
by the Health Department of the Navy of the Republic of Indonesia. Rumkital Dr.
Ramelan is accepted as first level referral hospital for military members and their
families in Eastern Indonesia. The vision of Rumkital Dr. Rumkital is becoming
the first choice hospital for the Navy, the military community and public.This
means that Rumkital Dr. Ramelan used to provide services limited to military
members and their families. Today it has changed and broaden its services to
public. Patients at Rumkital Dr. Ramelan could be categorized into 3 groups: the
first group is intended for the military personnels (Army, Navy, Air Forces) and
their families, whereas the second group is occupied by patients from general
citizens. In addition, the third group consists of those who are covered by health
insurance.

The composition of the patients distribution seeking treatment in
Rumkital Dr. Ramelan comprises: 43 % of patients from military personnels and
their families, 35 % of patients who are covered by health insurance and less than
22% of public patients. Based on contribution groups of patients according to
treatment class, where the public patient contribution is low, then the problem of
this research is the "low contribution of public patients in the inpatient wards at
Rumkital Dr. Ramelan from 2009 to 2012 which was counted around 25.4% -
36.6%".

The concepts applied in this research are those related to the concept of
consumer characteristics, the concept of the brand and the concept of purchasing
decisions. The general purpose of this research is to develop recommendation for
the improvement of inpatient Bed Occupancy Rate (BOR) in Rumkital Dr.
Ramelan through analysis of consumer characteristics and brand image of the
patient's general purchase decision. While the goal is to analyze factors in terms of
individual characteristics, social characteristics, psychographics and brand image
of Rumkital Dr. Ramelan generally perceived by patients either those who use or
refuse the inpatient services.

Factors supporting the brand image based on the model developed by
Keller consist of Types of Brand Association, Favorability of Brand Association,
Strength of Brand Association, and Uniquesness of Brand Association were taken
as the basis in this research.

This research was conducted descriptively using cross sectional method.
The number of samples in this study were 70 people, divided into 2 groups: Group
I comprises patients using inpatient at Rumkital Dr. Ramelan for at least 2 days
taken by simple random sampling as many as 40 samples from 1-20 period in
May 2013. The number of samples in group 1 were taken in accordance to the
proportion of treatment classes. Group II was occupied by patients who refused to
get inpatient treatment but were previously treated in Rumkital Dr. Ramelan,
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Ramelan, taken by accidental sampling. The number of the samples accepted is 30
in accordance to the medical records from September 2012 to May 2013.

The results of this study indicated that there were no differences between
the characteristics of consumers who decide to get inpatient treatment Rumkital
Dr. Ramelan and those who do not. In addition Individual characteristics such as
age, education, residence, occupation, income, lifestyle and personality, as well as
gender showed no significant difference either. In contrast, the results of the test
statistically significant only for amount of utilization (p = 0.005 and symmetric
measures cramer’s V=0.315.

On the social characteristics there was no significant correlation beiween
the users of inpatient and outpatient clients. This also occured in their sub-
variables in terms of reference groups, family status and role.

On psychographic characteristics showed significant correlation in the four
sub variables: motivation, perception, learning, attitudes and beliefs. This
indicated that the variables were closely associated with purchasing decisions
where the strongest relationship was attitude and learning,

The sub variable of brand image; product related attributes, non product
related attrbutes, benefits and attitudes had a significant correlation, where the
strongest relationships were the benefits obtained from the service which was very
influential in the purchase decision. Conceming the favorability of brand
association the influential factor was the speed of service. In addition, the strength
of brand associations and uniqueness showed no significant correlation in
purchase decisions.

The conclusion from this research was that the overall brand image of
Rumkital Dr. Ramelan is good, but there are a few variables indicate the existance
of negative brand image, by which strategic issues could possibly be taken for
recommendations in attempts for further improvement. Those included in negative
brand image is the type of brand association which is in the form of product
attribute conceming inpatient room cleanliness, whereas the attributes of the
product is food service, costs in inpatient wards, functional benefits, and brand
attitudes. In favorability of brand sssociation, the speed of the service process is
considered to be less satisfactory. In summary there was a strong relationship
between brand image with purchasing decisions and consumer characteristics
also shows relationship with the brand image. For these reasons Rumkital Dr.
Ramelan need branding to build a positive brand image through understanding of
consumer characteristics to improve inpatient occupancy rate.




