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 The quality of service assessed by patients is an important basis for determining 
patient satisfaction and loyalty. There has been a decrease in the number of general 
patient visits at Outpatient Hospital X from 2018 - 2019 amounting to 113 people and 
the number of patient satisfaction who have not met the standards in 2019 by 
55%.  This study was conducted to determine the effect of service quality on 
satisfaction, the effect of service quality on loyalty, the effect of satisfaction on loyalty 
and the effect of service quality on loyalty through satisfaction at X Hospital. The 
research design used in this study was cross sectional study with a sample size of 30 
people. The results showed the effect of positive and significant service quality on 
satisfaction ( 10,992), the effect of positive and significant service quality on 
loyalty (3,270 ) , the effect of positive and significant satisfaction on 
loyalty (2,176) and the effect of significant positive service quality on loyalty through 
satisfaction (1,987 ).  The influence of service quality on loyalty through patient 
satisfaction (indirect) is the most dominant influence (0.886). Hospitals as health 
service providers need to improve service quality in order to increase patient 
satisfaction and loyalty. 
 
Kualitas pelayanan yang dinilai oleh pasien merupakan dasar yang penting untuk 
menentukan kepuasan dan loyalitas pasien. Terjadi penurunan jumlah kunjungan 
pasien umum di Rawat Jalan RS X dari tahun 2018 – 2019 sebesar 113 orang dan 
angka kepuasan pasien yang belum memenuhi standar pada tahun 2019 sebesar 
55%. Penelitian ini dilakukan untuk mengetahui pengaruh kualitas pelayanan 
terhadap kepuasan, pengaruh kualitas pelayanan terhadap loyalitas, pengaruh 
kepuasan terhadap loyalitas dan pengaruh kualitas pelayanan terhadap loyalitas 
melalui kepuasan di RS X. Desain penelitian yang digunakan dalam penelitian ini 
adalah cross sectional study dengan jumlah sampel 30 orang. Hasil penelitian 
menunjukkan pengaruh kualitas pelayanan positif dan signifikan terhadap kepuasan 
(10,992), pengaruh kualitas pelayanan positif dan signifikan terhadap loyalitas 
(3,270), pengaruh kepuasan positif dan signifikan terhadap loyalitas (2,176) dan 
pengaruh kualitas pelayanan positif signifikan terhadap loyalitas melalui kepuasan 
(1,987). Pengaruh kualitas pelayanan terhadap loyalitas melalui kepuasan pasien 
(indirect) adalah pengaruh paling dominan (0,886). Rumah sakit sebagai penyedia 
layanan kesehatan perlu melakukan peningkatan kualitas pelayanan agar 
meningkatkan kepuasan dan loyalitas pasien. 
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INTRODUCTION 
Good service quality is the key to the success of service providers, one of which is the 

hospital. Quality service indicators can be identified through security in providing health 
services, providing equal service, services based on actual evidence / conditions , prioritizing 
speed, efficiency and patient - focused services (Chandra, Ward, and Mohammadnezhad 
2019). According to Fatima, et al (2018) and Johnson, et al (2016) the dimensions of service 
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quality are the physical environment of the hospital, communication between health workers 
and patients, patient privacy and security ( patient safety) , administrative processes and flow of 
patient visits. 

The quality of service assessed by patients is an important basis for determining 
patient satisfaction and loyalty. Through patient satisfaction as an indicator of service 
outcome services will determine the success of service and quality of service in the hospital 
(Mohd and Chakravarty 2014). In a study conducted by Fufa, et al (2019) 294 patients were 
studied to determine service satisfaction with indicators of speed of service delivery time 
and provision of information about their illness. As a result, as many as 65% of the patients 
admitted to being satisfied with the speed of time providing outpatient services and 41.9% 
said they were satisfied with providing information about their illness. The dimensions in the 
study of patient satisfaction according to Raposo et al (2009) and Alryalat et al (2019) are 
satisfaction with the process, satisfaction with the results, satisfaction at the time of patient 
interaction with medical personnel, satisfaction with the time required during 
the service process visits, satisfaction with the overall cleanliness of the hospital. 

The high level of loyalty is influenced by the level of patient satisfaction with the 
quality of services provided by the hospital. Characteristic attitudes and traits of patient 
loyalty in the hospital are based on a cross-sectional and recurring pattern of service use 
(Fitriani 2014). The dimensions for assessing patient loyalty according to Arab, et al (2012)  
are positive word of mouth about hospital services, recommending hospital services to others, a 
desire to reuse hospital services. This dimension of loyalty has an impact on loyalty as much 
as 54.8% of patients in the hospital, and as much as 45.2% of patient loyalty is influenced by 
other factors outside the dimension of loyalty (Yarmen et al. 2016). 

Outpatient care is one of the health service facilities provided by the 
hospital. Outpatient services are often a major concern because the number of patients is 
greater than other health care facilities (Supartiningsih 2017). The number of general 
outpatient visits at RS X decreased by 113 patients, from 2018 to 2019. This was followed by 
a decrease in the patient satisfaction rate in 2018 by 60.5% and in 2019 by 55%. This shows 
that there is a high probability that there is a relationship between patient dissatisfaction and 
the number of visits that have decreased due to the less than optimal quality of service. 

The results of a preliminary study in the form of unstructured interviews with 10 
outpatients, showed that 60% of patients were dissatisfied with outpatient services and 40% 
of patients were satisfied. The dissatisfaction felt by patients is due to waiting for a doctor's 
examination that is too long, which is more than 1 hour, the lack of information provided by 
health workers to patients about the patient's illness and the lack of communication between 
health workers and patients. A number of 100% of patients state the reason for returning to 
the hospital and undergoing an outpatient examination because of problems or complaints 
that they feel do not go away, so that patients routinely carry out control and treatment 
according to doctor's recommendations and the distance between the house and the hospital 
is close. 
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This research was conducted to determine the effect of service quality on satisfaction, 
the effect of service quality on loyalty, the effect of satisfaction on loyalty and the effect of 
service quality on loyalty through satisfaction. The results of this study are expected to 
provide a reference in an effort to improve service quality to increase patient satisfaction and 
maintain patient loyalty in the hospital. 
  

RESEARCH METHOD  
The research design used in this study was observational with quantitative research 

methods and a cross sectional study approach. This research was conducted at Outpatient 
Hospital X Malang Regency. The variables studied were service quality consisting of 5 
indicators, satisfaction consisting of 5 indicators and loyalty consisting of 3 indicators 
(Picture 1). Data were collected by distributing questionnaires directly and google forms which 
were carried out for one week from June i to June 2020. The questionnaire was developed 
based on research by Fatima, et al (2018); Johnson, et al (2016); Raposo, et 
al (2009); Puspitasari and Edris (2011); and Arab, et al (2012). The questionnaire was tested 
for validity and reliability first using Pearson's correlation and Cronbach's Alpha. 

Sampling was done by using purposive sampling technique with inclusion criteria in 
taking the questionnaire directly, are general patients who come for treatment more than 3 
times at Outpatient Hospital X Malang Regency, aged 18 years or more and have the ability 
to read and write. The inclusion criteria in collecting questionnaire data via google form are: 
1). Age range 18 years to 40 years; 2). Have visited X Hospital outpatient at least 3 times in 
the last 3 months . The exclusion criteria in this study were patients who refused to be 
respondents, in data retrieval via google form, namely patients over 40 years of age and patients 
who visited outpatient care less than 3 times. The number of samples in this study used the 
Roscoe formula, namely 10 x the number of variables in order to obtain a total of 30 
respondents. The data analysis used was Partial Least Square (PLS). 

 

 

 

 

 

 

 

 
H1 H4 
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Picture 1. Concept Framework 
Source: (Fatima, Malik, and Shabbir 2018)(Johnson, Russell, and White 2016)(Raposo, Alves, and Duarte 
2009)(Alryalat et al. 2019)(Arab et al. 2012)(Puspitasari and Edris 2011) 
 

RESULT AND DISCUSSION 
              Respondents in this study amounted to 30 people. The characteristics of respondents 
in this study were the majority of them were female (63.3%) with an age range of 46-65 years 
(40%). From the latest educational information, it is known that most patients are primary 
school graduates (43.3%) and work as private employees (30%). The number of patient visits 
during treatment at Outpatient Hospital X Malang Regency was more than 3 times 
(53.3%) (Table 1). 

Table 1. Characteristics of Respondents 

Respondent Characteristics Frequency Percentage (%) 
Gender     

•   Male 11 36.7% 
•   Women 19 63.3% 

Age     
•   <26 years 4 13.3% 
•   26-45 years 11 36.7% 
•   46-65 years 12 40% 
•   > 65 years 3 10% 

Education     
•   SD 13 43.3% 
•   Junior High 2 6.7% 
•   SMA / SMK 9 30.0% 
•   D3 1 3.3% 
•   S1 5 16.7% 

Profession     
• Labor 2 6.7% 
• IRT 3 10.0% 
• General employees 9 30.0% 
• College student 1 3.3% 
• Civil servants 2 6.7% 
• Farmer 7 23.3% 
• entrepreneur 6 20.0% 

Number of Visits     
•   3 times 22 22% 

H2 

H3 
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Respondent Characteristics Frequency Percentage (%) 
•   > 3 times 55 55% 

 Source: primary data, 2020  

  

  
  
  
  
  
  
  
  

 
 
 

Picture 2. Path diagram 
Source: Primary data, 2020 

               
From the results of the measurement model informs that the hospital physical 

environment indicator (X1) has a loading factor of 0.943, satisfaction with the time it takes 
during outpatient visits (Z4) has a loading factor of 0.968 and a desire to reuse services at the 
hospital (Y3) with a loading factor of 0.922 (Figure 2). This shows that these three indicators 
are the most dominant indicators in measuring latent variables. T-statistics test 
results state that service quality has a positive and significant effect on satisfaction (10,992 ), 
service quality has a positive and significant effect on loyalty (3,270 ), satisfaction has a 
positive and significant effect on loyalty (2,176 ), service quality has a positive effect and 
significant on loyalty through satisfaction (1,987 ). 

The results of the Goodnes of Fit Model get the R-Square of the satisfaction variable is 
worth 63.5% and the loyalty variable is 83.8%. The diversity of loyalty variables can be 
explained by the overall model of 94.1%. In the measurement results, the dominant 
influence between variables is indicated by the total coefficient value. The total 
coefficient result on the effect of service quality on satisfaction (direct) is 0.797. The total 
coefficient on the effect of service quality on loyalty (direct) is 0.581. The total 
coefficient result on the effect of satisfaction on loyalty is 0.382 (direct). On the effect of service 
quality on loyalty through patient satisfaction (indirect) the total coefficient result is 0.886. The 
total effect value is the largest compared to the total effect value of the other variables. 

 

Effect of Service Quality on Satisfaction 

Service 
Quality (X) 

Satisfaction 
(Z) 

Loyality  (Y) 
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The results of hypothesis testing indicate that it has a significant positive effect on 
satisfaction. The results showed that as many as 71.1% of respondents admitted to agreeing 
with the quality of outpatient services and 9.1% disagreeing with the quality of outpatient 
services. In the satisfaction assessment, 71.8% of respondents rated it as satisfied, but 15.5% 
of respondents considered it less satisfied. 

The most satisfied ratings were on patient interactions with doctors and nurses. 
In accordance with the research of Fatima, et al (2018) the existence of two-way 
communication between health workers and patients will increase patient satisfaction, 
because patients will get clear information about the disease suffered and health workers are 
willing to listen to patient complaints about their illness and provide solutions according to 
the the patient expected. 

The most unsatisfied assessments were the waiting time at outpatient registration and 
the waiting time for outpatient examinations. This is in accordance with the research 
conducted by Liu (2019) who obtained low assessment results on the indicator of waiting 
time for outpatient services due to the large number of patient visits per day and the 
availability of health workers (doctors) which is not proportional to the number of patients 
visiting every day. . The magnitude of the influence of service quality on satisfaction is 
obtained through the results of T-statistics, namely 10,992. This implies that the better the 
quality of service provided by the hospital, the patient will feel satisfied (Shabbir, Asma; 
Malik 2016) 
  

Effect of Service Quality on Loyalty 
The results of testing the hypothesis of the effect of service quality on patient loyalty 

indicate a significant positive effect of service quality on patient loyalty. The results showed 
that 65.34% of respondents agreed to three indicators of loyalty, namely positive word of 
mouth about services at the hospital, recommending services at the hospital to others and a 
desire to reuse services at the hospital. The results showed that the most loyalty ratings 
were positive word of mouth about services at the hospital, which was 70% and there was a 
desire to reuse services at the hospital  by 64.4%. 

The desire to return to using outpatient services at X Hospital was due to the belief in 
outpatient services at X Hospital, which was shown in the results of the study as much as 
71.7% of respondents agreed with the quality of outpatient services at X Hospital. This is 
consistent with the research of Yarmen, et al. al (2016) stated that a patient's trust in service 
quality will affect the desire to return to using health services in hospitals, because services in 
hospitals are very risky for ethical violations and other risks that affect patient safety. 

The magnitude of the influence of quality on loyalty based on the results of T-
statistics is 3,270. In accordance with research by Arab, et al (2012) stated that there was a 
strong influence on patient experience regarding service quality on the desire to reuse health 
services. The results of research on the effect of service quality on patient loyalty show that 
the better the quality of service, the more loyal the patient will be to services at the hospital. 
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The Effect of Satisfaction on Loyalty 
The results of hypothesis testing indicate that patient satisfaction has a significant 

positive effect on loyalty. The results showed the number of respondents who were satisfied 
in the satisfaction assessment was 71.85% and the number of respondents who were loyal in 
the loyalty assessment was 65.34%. In the satisfaction assessment, the most patients felt 
satisfied when interacting with doctors and nurses, which was as much as 80%. The greatest 
loyalty assessment is positive word of mouth about services in the hospital and the desire to 
reuse services. This is in accordance with the study of Huang, et al (2019) which states that 
the results of providing health services to patients, patient satisfaction, patient trust, and 
patient commitment related to treatment in health services will affect patient loyalty. The 
results of research on the effect of satisfaction on loyalty show that there is an effect of 
satisfaction on loyalty. The magnitude of the effect of satisfaction on loyalty based on the 
measurement of T-statistics is 2.176. This shows that the higher the level of satisfaction, the 
more loyal it is. 
  

Effect of Service Quality on Loyalty through Satisfaction 
                   The results of hypothesis testing indicate that there is a significant effect of 
service quality on loyalty through satisfaction. The better the quality of service, the higher the 
level of satisfaction and through a high level of satisfaction will result in loyalty. The result of 
measurement of T-statistics is 1.987. Based on the results of the total coefficient assessment, it 
was obtained a number of 0.883, which indicates that the indirect effect in this study is the 
most dominant influence. In accordance with research conducted by Sadeh (2017), it 
is revealed that improving service quality can increase satisfaction and loyalty. In a study 
conducted by Fatima et al (2018), there is a relationship between the quality of health services 
and patient satisfaction which will result in patient loyalty in accordance with the 
expectations of the hospital. This is in accordance with the results of research by Shabir et al 
(2016) which revealed that patient satisfaction is a link in the relationship between service 
quality and loyalty. 
  
  

Characteristics of Respondents on Service Quality, Satisfaction and Loyalty 
In this study, the characteristics of the respondents were not examined directly so that 

in determining the relationship or the amount of influence on satisfaction and loyalty, it 
could not be measured. Theoretically, in a study conducted by Naidu (2009) there is a close 
relationship between the level of satisfaction and loyalty based on social demographics which 
includes age, education, health status, marital status and social status. Respondents who are 
female tend to be more satisfied and loyal with the quality of service, especially with regard to 
facilities at the hospital, than respondents who are male. In terms of age characteristics, older 
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respondents are more likely to feel satisfied and loyal with the quality of service in the 
hospital than younger respondents. 

In this study, it was found that 43.3% of general patients had primary school 
education. Educational status also affects the level of satisfaction and loyalty to services. In a 
study conducted by Al-Borie, et al (2011) it was revealed that the latest educational status 
affects satisfaction because it can measure a person's level of knowledge and ability to make 
medical decisions. So that the better a person's last educational status, the better it will be in 
making medical decisions and receiving health-related information. However, the results of 
this study show different data, namely the number of respondents with primary school 
education status is more than other higher education statuses. This is in accordance with 
research conducted by Chandra, et al (2019) which obtained 84.3% of respondents who were 
satisfied were those with low education. Patients with low education tend to have low 
expectations and desires related to services in the hospital so that patients with low education 
tend to feel satisfied quickly compared to patients with high education (Kumar 2016). 
     The results of the study found that as many as 30% of respondents had a job status as 
private employees. Job status also affects patient satisfaction and loyalty to services at the 
hospital. In Al-Borie's research, et al (2011) suggested that patients who work as private 
employees and entrepreneurs have a higher level of satisfaction than patients who work as 
civil servants and students. This is because the amount of income earned as private 
employees and entrepreneurs is higher than civil servants and students, making it easier for 
patients to access all health facilities according to patient needs and decide to use the general 
payment method or use insurance. 
     The number of visits also affects the level of satisfaction and loyalty. The results of the 
study found that the number of visits more than 3 times was 55%. In accordance with 
Chandra's research, et al (2019) stated that patients who visited more than 3 times were more 
satisfied than patients who had only visited once. This is because there has been a good 
relationship and good communication between doctors and patients when patients visit the 
hospital more than three times, thereby increasing patient satisfaction and loyalty. 

 
  

CONCLUSION 
Based on the research results, it is concluded that the results of hypothesis testing for 

each variable indicate that there is a significant positive effect. From the research results that 
indicate the existence of an assessment of "disagree" and "less satisfied" on each variable 
measured, namely the variable quality of service, satisfaction and loyalty is a reference for 
hospitals to make improvements in service quality in order to increase patient satisfaction 
and loyalty. Therefore, Hospital X needs to make improvements or improved quality of 
service by way of improve and clicking evaluation on the waiting time of registration and 
examination in outpatients with distinguishing registration booth online and 
registration onsite , improve the quality of services through the neighborhood outpatient 



JMMR (Jurnal Medicoeticolegal dan Manajemen Rumah Sakit), 10 (2), 148-157                     | 156 |  
 

 

particular order building hospitals and outpatient seemed well maintained, evalution 
availability of health workers (doctors and nurses) in the face of patient visits so that the 
quality of services and communication between health workers with patient maintained 
properly, do a patient satisfaction surveys on a regular basis to distinguish surveys for general 
patients and insurance patients. 
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