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SUMMARY

The Effect Analysis of Hierarchical Service Quality and Promotion on
Patient Loyalty in Outpatient Services at Siloam Hospitals Surabaya

Siloam Hospitals is a Class B general hospital which has a variety of
services, including medical services, pharmaceutical services, nursing and
midwifery services, clinical support services, non-clinical support and inpatient and
outpatient services. Outpatient service is an important service because the average
number of visits per day for consumer services is more than other services in the
hospital. One of the indicators in outpatient services from a customer perspective is
customer satisfaction and Net Promoter Score (NPS). Based on the average Net
Promoter Score (NPS) from January-December 2019 it never reached the specified
target with an average total achievement value of 59.1% while the target was 76.0%.
The purpose of this study is to analyze the effect of Hierarchical service quality and
promotion on patient loyalty in outpatient services at Siloam Hospitals.

Service quality is the main factor that affects the product image and
credibility of a company, because good service quality can make the company
survive in the competition. Hierarchical Service Quality Model (HSQM) is very
useful model for assessing service quality at various levels and allows companies
to detect problems in delivering service quality, quality of results, or their physical
environment. Thus, Siloam Hospitals must continue to improve the quality of
service to patients to meet the needs desired by consumers so as to create customer
satisfaction which becomes loyalty to Siloam Hospitals.

This study was an analytic study with a cross sectional design. The sample
in this study was taken using simple random sampling. The sample size in this study
was 91 respondents. The independent variables in this study were Hierarchical
Service Quality and promotion. Meanwhile, the dependent variable in this study
was loyalty. This research was conducted at the Outpatient Installation of Siloam
Hospitals. The data was collected through online questionnaires which were
distributed to respondents who were patients who had been treated at the Siloam
Hospitals Outpatient Installation.

The results showed that the Hierarchical Service Quality (Interaction
Quality, Physical Environment Quality, and Result Quality) in outpatient services
at Siloam Hospitals Surabaya was very good with a percentage of 57.1%; 55.0%;
and 52.1%. The results of the overall promotion assessment, the majority rated as
very good and the respondents' assessment of loyalty to outpatient services at
Siloam Hospitals Surabaya mostly rated as good at 50.0%. The results of the
Regression analysis show that the variables that have (p-value) < 0.05 are Physical
Environment Quality (0.006) and Promotion (0.000).

The conclusion is there was a significant influence between Physical
Environment Quality and promotion on patient loyalty at Siloam Hospitals
Outpatient Services. Therefore, promotion has an important role in efforts to
increase patient loyalty. The results of the analysis founding 3 strategic issues, there
are Physical Environment Quality (design with a value of 5.7%), Quality Result
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(waiting time with a value of 10.7%), and Promotion (advertising with a value of
7.1%). The design can be improved by rearranging, adding shelves and air
circulation, adding cleaning staff for Outpatient services to make the service rooms
neater, modern and orderly. Waiting times can be improved by re-optimizing online
registration, adding officers, and implement lean six sigma analysis. While
advertising can be improved by adding video content, adding new social media
platforms, using 1 hashtag tagline, and exploring customer testimonials to increase
buying interest which can increase loyalty.
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RINGKASAN

Analisis Pengaruh Hierarchical Service Quality dan Promosi terhadap
Loyalitas Pasien di Pelayanan Rawat Jalan Siloam Hospitals Surabaya

Siloam Hospitals Surabaya merupakan tipe Rumah Sakit Kelas B yang
memiliki berbagai pelayanan yang diberikan antara lain pelayanan medik,
pelayanan kefarmasian, pelayanan keperawatan dan kebidanan, pelayanan
penunjang klinik, penunjang non klinik dan pelayanan rawat inap dan rawat jalan.
Pelayanan rawat jalan merupakan suatu pelayanan yang penting karena jumlah
kunjungan rerata pelayanan konsumen per hari yang lebih banyak dibandingkan
pelayanan lain didalam rumabh sakit. Salah satu indikator di dalam pelayanan rawat
jalan dari perspektif pelanggan (customer perspective) yaitu kepuasaan konsumen
dan net promotor score (NPS). Berdasarkan rerata nilai Net Promotor Score (NPS)
dari bulan Januari-Desember 2019 tidak pernah mencapai target yang ditentukan
dengan rerata nilai pencapain total Net Promotor Score (NPS) 59,1% sedangkan
targetnya adalah >76,0%. Tujuan penelitian ini yaitu menganalisis pengaruh
Hierarchical service quality dan promosi terhadap loyalitas pasien dipelayanan
rawat jalan Siloam Hospitals Surabaya.

Kualitas pelayanan merupakan faktor utama yang mempengaruhi citra
produk dan kredibilitas suatu perusahaan, karena kualitas jasa yang baik dapat
menjadikan perusahaan tetap bertahan dalam persaingan. Hierarchicl Service
Quality Model (HSQM) sangat berguna untuk menilai kualitas pelayanan di
berbagai tingkat dan memungkinkan perusahaan untuk mendeteksi adanya masalah
dalam menyampaikan kualitas pelayanan, kualitas hasil, atau lingkungan fisiknya.
Dengan demikian, Siloam Hospitals Surabaya harus terus meningkatkan kualitas
pelayanan kepada pasien untuk memenuhi kebutuhan yang diinginkan oleh
konsumen sehingga menimbulkan kepuasaan konsumen yang menjadi loyalitas
bagi Siloam Hospitals Surabaya.

Penelitian ini merupakan penelitian analitik dengan rancang bangun cross
sectional. Sampel dalam penelitian ini diambil dengan menggunakan simple
random sampling dari data pasien yang berobat di Instalasi Rawat Jalan Siloam
Hospitals Surabaya periode Juni-Juli 2022. Besar sampel pada penelitian ini adalah
91 responden. Variabel bebas pada penelitian ini adalah Hierarchical Service
Quality dan promosi. Sedangkan, variabel terikat pada penelitian ini adalah loyalitas.
Penelitian ini dilakukan di Instalasi Rawat Jalan Siloam Hospitals Surabaya.
Pengumpulan data tersebut melalui kuesioner online yang disebar kepada
responden yang merupakan pasien yang pernah berobat di Instalasi Rawat Jalan
Siloam Hospitals Surabaya.

Hasil penelitian menunjukkan bahwa Hierarchical Service Quality
(Interaction Quality, Physical Environment Quality, dan Quality Result) pada
pelayanan rawat jalan di Siloam Hospitals Surabaya berada pada sangat baik
dengan persentase 57,1%; 55,0%; dan 52,1%. Hasil penilaian promosi secara
keseluruhan, mayoritas telah menilai sangat baik dan penilaian responden terhadap
loyalitas pada pelayanan rawat jalan di Siloam Hospitals Surabaya sebagian besar
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menilai baik sebesar 50,0%. Hasil analisis Regresi menunjukkan bahwa variabel
yang memiliki (p-value) < 0,05 yaitu Physical Environment Quality (0,006) dan
Promosi (0,000).

Kesimpulan dalam penelitian ini terdapat pengaruh yang signifikan antara
Physical Environment Quality dan promosi terhadap loyalitas pasien pada pada
Pelayanan Rawat Jalan Siloam Hospitals. Oleh karena itu, promosi memiliki
peranan penting dalam upaya meningkatkan loyalitas pasien. Hasil analisis
didapatkan 3 isu strategis yaitu Physical Environment Quality (design dengan nilai
5,7 %), Quality Result (waiting time dengan nilai 10,7%), dan Promotion
(advertising dengan nilai 7,1%). Upaya peningkatan design dengan penataan
ulang, penambahan rak dan sirkulasi udara, serta petugas kebersihan pada
pelayanan Rawat Jalan sehingga membuat ruangan pelayanan yang lebih rapi,
modern dan teratur. Perbaikan pada waiting time dapat dilakukan dengan
mengoptimalkan kembali pendaftaran online, penyediaan petugas khusus, dan
analisis lean six sigma. Sedangkan perbaikan pada advertising dengan penambahan
kontenn video, penambahan platform sosial media baru, penggunaan 1 tagar
tagline, dan menggali testimoni pelanggan untuk meningkatkan minat beli yang
dapat meningkatkan loyalitas.

Xii
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ABSTRACT

The Effect Analysis of Hierarchical Service Quality and Promotion on
Patient Loyalty in Outpatient Services at Siloam Hospitals Surabaya

Outpatient service is an important and critical in healthcare service because
the average number of visits per day for consumer services is more than other
services in the hospital. One of the indicators in outpatient services from a customer
perspective is customer satisfaction and net promoter score (NPS). Based on the
average Net Promoter Score (NPS) from January-December 2019 it never reached
the specified target with an average total achievement value of 59.1% Net Promoter
Score (NPS) while the target was 76.0%. The purpose of this study is to analyze the
effect of Hierarchical service quality and promotion on patient loyalty in outpatient
services at Siloam Hospitals.

This research was an analytic study with a cross sectional design. The
sample in this study was taken using simple random sampling from data from
patients seeking treatment at the Outpatient Installation of Siloam Hospitals for the
period June-July 2022. The sample size in this study was 91 respondents. The
independent variables in this study were Hierarchical Service Quality and
promotion. Meanwhile, the dependent variable in this study was loyalty.

The results showed that the Hierarchical Service Quality (Interaction
Quality, Physical Environment Quality, and Result Quality) in outpatient services
at Siloam Hospitals Surabaya was very good with a percentage of 57.1%; 55.0%;
and 52.1%. The results of the overall promotion assessment, the majority rated as
very good and the respondents' assessment of loyalty to outpatient services at
Siloam Hospitals Surabaya mostly rated as good at 50.0%. The results of the
Regression analysis show that the variables that have (p-value) < 0.05 are Physical
Environment Quality (0.006) and Promotion (0.000).

The conclusion is there was a significant influence between Physical
Environment Quality and promotion on patient loyalty at Siloam Hospitals
Outpatient Services. Therefore, promotion has an important role in efforts to
increase patient loyalty. The results of the analysis founding 3 strategic issues, there
are Physical Environment Quality (design with a value of 5.7%), Quality Result
(waiting time with a value of 10.7%), and Promotion (advertising with a value of
7.1%). The design can be improved by rearranging, adding shelves and air
circulation, adding cleaning staff for Outpatient services to make the service rooms
neater, modern and orderly. Waiting times can be improved by re-optimizing online
registration, adding officers, and implement lean six sigma analysis. While
advertising can be improved by adding video content, adding new social media
platforms, using 1 hashtag tagline, and exploring customer testimonials to increase
buying interest which can increase loyalty.

Keywords: Hierarchical Service Quality, Loyality, Promotion, Outpatient
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ABSTRAK

Analisis Pengaruh Hierarchical Service Quality dan Promosi terhadap
Loyalitas Pasien di Pelayanan Rawat Jalan Siloam Hospitals Surabaya

Pelayanan rawat jalan merupakan suatu pelayanan yang penting dan kritis
karena jumlah kunjungan rerata pelayanan konsumen perhari yang lebih banyak
dibandingkan pelayanan lain didalam rumah sakit. Salah satu indikator didalam
pelayanan rawat jalan dari perspektif pelanggan (customer perspective) yaitu
kepuasaan konsumen dan net promotor score (NPS). Berdasarkan rerata nilai Net
Promotor Score (NPS) dari bulan Januari-Desember 2019 tidak pernah mencapai
target yang ditentukan dengan rerata nilai pencapain total Net Promotor Score
(NPS) 59,1% sedangkan targetnya adalah >76,0%. Tujuan penelitian ini yaitu
menganalisis pengaruh Hierarchical service quality dan promosi terhadap loyalitas
pasien dipelayanan rawat jalan Siloam Hospitals Surabaya.

Penelitian ini merupakan penelitian analitik dengan rancang bangun cross
sectional. Sampel dalam penelitian ini diambil dengan menggunakan simple
random sampling dari data pasien yang berobat di Instalasi Rawat Jalan Siloam
Hospitals Surabaya periode Juni-Juli 2022. Besar sampel pada penelitian ini adalah
91 responden. Variabel bebas pada penelitian ini adalah Hierarchical Service
Quality dan promosi. Sedangkan, variabel terikat pada penelitian ini adalah loyalitas.

Hasil penelitian menunjukkan bahwa Hierarchical Service Quality
(Interaction Quality, Physical Environment Quality, dan Quality Result) pada
pelayanan rawat jalan di Siloam Hospitals Surabaya berada pada sangat baik
dengan persentase 57,1%; 55,0%; dan 52,1%. Hasil penilaian promosi secara
keseluruhan, mayoritas telah menilai sangat baik dan penilaian responden terhadap
loyalitas pada pelayanan rawat jalan di Siloam Hospitals Surabaya sebagian besar
menilai baik sebesar 50,0%. Hasil analisis Regresi menunjukkan bahwa variabel
yang memiliki (p-value) < 0,05 yaitu Physical Environment Quality (0,006) dan
Promosi (0,000).

Kesimpulan dalam penelitian ini terdapat pengaruh yang signifikan antara
Physical Environment Quality dan promosi terhadap loyalitas pasien pada pada
Pelayanan Rawat Jalan Siloam Hospitals. Oleh karena itu, promosi memiliki
peranan penting dalam upaya meningkatkan loyalitas pasien. Hasil analisis
didapatkan 3 isu strategis yaitu Physical Environment Quality (design dengan nilai
5,7 %), Quality Result (waiting time dengan nilai 10,7%), dan Promotion
(advertising dengan nilai 7,1%). Upaya peningkatan design dengan penataan
ulang, penambahan rak dan sirkulasi udara, serta petugas kebersihan pada
pelayanan Rawat Jalan sehingga membuat ruangan pelayanan yang lebih rapi,
modern dan teratur. Perbaikan pada waiting time dapat dilakukan dengan
mengoptimalkan Kembali pendaftaran online, penyediaan prtugas khusus, dan
analisis lean six sigma. Sedangkan perbaikan pada advertising dengan penambahan
kontenn video, penambahan platform sosial media baru, penggunaan 1 tagar
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tagline, dan menggali testimoni pelanggan untuk meningkatkan minat beli yang
dapat meningkatkan loyalitas.

Kata Kunci: Hierarchical Service Quality, Loyalitas, Promosi, Rawat Jalan
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