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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui pengaruh nilai pelanggan, 
kualitas pelayanan, dan kepuasan pelanggan terhadap loyalitas pasien pada 
Rumah Sakit Umum Persahabatan Jakarta Timur. 

Strategi yang digunakan adalah strategi asosiatif. Metoda penelitian yang 
digunakan dalam penelitian ini adalah metoda survei, dengan menggunakan 
kuesioner sebagai alat pengumpulan datanya.  Responden yang menjadi sampel 
dalam penelitian ini adalah pasien Rumah Sakit Umum Persahabatan Jakarta 
Timur berjumlah 100 orang. Alat analisis yang digunakan SPSS dengan teknik 
analisis koefisien determinasi dan pengujian hipotesis baik secara parsial dan 
simultan. 

Hasil penelitian menunjukkan bahwa kontribusi pengaruh nilai pelanggan 
terhadap loyalitas pasien sebesar 20,52% ; kontribusi pengaruh kualitas pelayanan 
terhadap loyalitas pasien sebesar 6,97% ; kontribusi pengaruh kepuasan pelanggan 
terhadap loyalitas pasien sebesar 17,98% ; kontribusi pengaruh citra merek 
terhadap loyalitas pasien sebesar 17,1% dan kontribusi pengaruh nilai pelanggan, 
kualitas pelayanan, dan kepuasan pelanggan terhadap loyalitas pasien sebesar 
91,01%. Hasil pengujian hipotesis secara parsial dan simultan nilai pelanggan 
signifikan, kepuasan pelanggan, dan kualitas pelayanan terhadap loyalitas pasien 
pada Rumah Sakit Umum Persahabatan Jakarta Timur.  

Temuan hasil penelitian ini bermanfaat untuk Rumah Sakit Umum 
Persahabatan Jakarta Timur untuk senantiasa mempertahankan loyalitas pasien. 

 

Kata kunci : Nilai Pelanggan, Kualitas Pelayanan, Kepuasan Pelanggan,  
                     Loyalitas Pasien 
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THE INFLUENCE OF CUSTOMER VALUE, QUALITY  

OF SERVICE, AND CUSTOMER SATISFACTION  
TOWARDS LOYALTY  

(Case Study Patient at RSU. Persahabatan) 
 

 

ABSTRACT 

This study aims to determine the effect of customer value, service quality, 
and customer satisfaction on patient loyalty at the Persahabatan General 
Hospital, East Jakarta. 

The strategy used is an associative strategy. The research method used in 
this research is a survey method, using a questionnaire as a data collection tool. 
Respondents who were the samples in this study were 100 patients at the 
Persahabatan General Hospital, East Jakarta. The analytical tool used SPSS with 
the coefficient of determination analysis techniques and hypothesis testing both 
partially and simultaneously. 

The results showed that the contribution of the influence of customer value 
to patient loyalty was 20.52%; the contribution of the influence of service quality 
to patient loyalty was 6.97%; contribution of the influence of customer 
satisfaction to patient loyalty by 17.98%; the contribution of the influence of 
brand image to patient loyalty was 17.1% and the contribution of the influence of 
customer value, service quality, and customer satisfaction to patient loyalty was 
91.01%. The result of hypothesis testing partially and simultaneously shows a 
significant influence on customer value, customer satisfaction, and service quality 
on patient loyalty at the Persahabatan General Hospital, East Jakarta. 

The findings of this study are useful for the East Jakarta Persahabatan 
General Hospital to always maintain patient loyalty. 

 

Keywords: Customer Value, Service Quality, Customer Satisfaction, 
                  Patient loyalty 

 



 

x 
 

DAFTAR ISI 

 

Halaman 

HALAMAN JUDUL  ............................................................................................  i 

HALAMAN PERNYATAAN KEASLIAN KARYA ILMIAH  .........................  ii 

PERSETUJUAN PEMBIMBING  ........................................................................  iii 

HALAMAN PENGESAHAN  ..............................................................................  iv 

KATA PENGANTAR  .........................................................................................  v 

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI KARYA ILMIAH           
UNTUK KEPENTINGAN AKADEMIS  ............................................................  vii 

ABSTRAK  ...........................................................................................................  viii 

ABSTRACT ............................................................................................................  ix 

DAFTAR ISI  ........................................................................................................  x 

DAFTAR TABEL  ................................................................................................  xiii 

DAFTAR GAMBAR  ...........................................................................................  xiv 

DAFTAR LAMPIRAN  ........................................................................................      xv 

 
BAB I     PENDAHULUAN  ...............................................................................  1 

 1.1.  Latar Belakang Masalah  ...............................................................  1 

 1.2.  Perumusan Masalah  ......................................................................  4 

 1.3.  Tujuan Penelitian  ..........................................................................  4 

 1.4.  Manfaat Penelitian  ........................................................................  5 

 
BAB II KAJIAN PUSTAKA .......................................................................... 6 

2.1. Review Hasil-hasil Penelitian Terdahulu .................................... 6 

2.2. Landasan Teori ............................................................................ 10 

2.2.1. Pemasaran jasa ................................................................ 10 

2.2.2. Nilai pelanggan ............................................................... 14 

2.2.3. Kualitas pelayanan .......................................................... 16 

2.2.4. Kepuasan pelanggan........................................................ 19 

2.2.5. Loyalitas pasien ............................................................... 22 



 

xi 
 

Halaman 

2.3. Keterkaitan antar Variabel Penelitian ......................................... 25 

2.3.1. Pengaruh nilai pelanggan terhadap loyalitas pasien........ 25            

2.3.2. Pengaruh kualitas pelayanan terhadap loyalitas pasien .. 25 

2.3.3. Pengaruh kepuasan pelanggan terhadap loyalitas pasien  26 

2.4. Pengembangan Hipotesis Penelitian ........................................... 27 

 
BAB III METODA PENELITIAN ..................................................................  29 

3.1. Strategi Penelitian ....................................................................... 29 

3.2. Populasi dan Sampel ................................................................... 29 

3.2.1. Populasi penelitian........................................................... 29 

3.2.2. Sampel penelitian ............................................................ 30 

3.3. Data dan Metoda Pengumpulan Data .......................................... 31 

3.3.1. Jenis data ......................................................................... 31 

3.3.2. Metoda pengumpulan data .............................................. 31 

3.4. Operasionalisasi Variabel............................................................ 35 

3.5. Metoda Analisis Data .................................................................. 36 

3.5.1. Metoda pengolahan data .................................................. 36 

3.5.2. Metoda penyajian data ..................................................... 37 

3.5.3. Analisis statistik data ....................................................... 37 

 
BAB IV HASIL DAN PEMBAHASAN .......................................................... 41 

4.1. Deskripsi Obyek Penelitian ......................................................... 41 

4.2. Deskripsi Responden ................................................................... 43 

4.3. Deskripsi Data ............................................................................. 46 

4.4. Hasil Pengujian Instrumen Penelitian ......................................... 51 

4.5. Analisis Statistik Data ................................................................. 54 

4.5.1. Analisis koefisien determinasi ........................................ 54 

4.5.2. Pengujian hipotesis ......................................................... 55 

4.6. Temuan Hasil Penelitian ............................................................. 58 

 

 



 

xii 
 

Halaman 

BAB V SIMPULAN DAN SARAN ................................................................ 61  

5.1. Simpulan ..................................................................................... 61 

5.2. Saran ............................................................................................ 62 

5.3. Keterbatasan dan Pengembangan Penelitian Selanjutnya ........... 62 

 

DAFTAR REFERENSI ...................................................................................... 63 

LAMPIRAN ........................................................................................................ 65 

 

 

  



 

xiii 
 

DAFTAR TABEL 

 

Halaman  

Tabel 2.1.  Dimensi dan Atribut Model SERVQUAL .....................................  19 

Tabel 3.1.  Variabel dan Indikator Penelitian...................................................  33 

Tabel 4.1.  Rekap Jawaban Kuesioner tentang Nilai Pelanggan (X1) ..............  47 

Tabel 4.2.  Rekap Jawaban Kuesioner tentang Kualitas Pelayanan (X2) .........  48 

Tabel 4.3.  Rekap Jawaban Kuesioner tentang Kepuasan Pelanggan (X3) ......  49 

Tabel 4.4.  Rekap Jawaban Kuesioner tentang Loyalitas Pasien (Y) ...............  50 

Tabel 4.5.  Hasil Uji Validitas Nilai Pelanggan (X1) .......................................  51 

Tabel 4.6.  Hasil Uji Validitas Kualitas Pelayanan (X2) ..................................  52 

Tabel 4.7.  Hasil Uji Validitas Kepuasan Pelanggan (X3) ...............................  53 

Tabel 4.8.  Hasil Uji Validitas Loyalitas Pasien (Y) ........................................  53 

Tabel 4.9.  Hasil Analisis Koefisien Determinasi ............................................  54 

Tabel 4.10.  Hasil Pengujian Hipotesis ..............................................................  56 



 

xiv 
 

DAFTAR GAMBAR 

 

Halaman  

Gambar 2.1.    Kerangka Pemikiran .................................................................  27 

Gambar 4.1. Jenis Kelamin Responden ........................................................  43 

Gambar 4.2. Usia Responden ........................................................................  44 

Gambar 4.3. Pendidikan Responden .............................................................  44 

Gambar 4.4. Frekuensi Kunjungan Responden ............................................  45 

Gambar 4.5. Pekerjaan Responden ...............................................................  45 

Gambar 4.6. Fasilitas Kesehatan yang Digunakan Responden .....................  46 

 

 

 

 

 

 

 

 

 

 



 

xv 
 

 DAFTAR LAMPIRAN 

 

Halaman  

Lampiran 1.   Kuesioner penelitian.................................................................  65 

Lampiran 2. Struktur Organisasi RSUP Persahabatan Jakarta Timur ..........  71 

Lampiran 3. Identitas Responden .................................................................  72 

Lampiran 4. Rekapitulasi Jawaban Responden atas Kuesioner  
   Variabel Nilai Pelanggan (X1) .................................................  73 

Lampiran 5. Rekapitulasi Jawaban Responden atas Kuesioner  
   Variabel  Kualitas Pelayanan (X2) ...........................................  75 

Lampiran 6. Rekapitulasi Jawaban Responden atas Kuesioner  
   Variabel Kepuasan pelanggan (X3) ..........................................  77 

Lampiran 7. Rekapitulasi Jawaban Responden atas Kuesioner  
   Variabel Loyalitas Pasien (Y) ..................................................  79 

Lampiran 8. Hasil Uji Validitas dan Reliabilitas Variabel 
   Nilai Pelanggan (X1) ................................................................  81 

Lampiran 9. Hasil Uji Validitas dan Reliabilitas Variabel  
   Kualitas Pelayanan (X2) ...........................................................  82 

Lampiran 10. Hasil Uji Validitas dan Reliabilitas Variabel  
   Kepuasan pelanggan (X3) .........................................................  83 

Lampiran 11. Hasil Uji Validitas dan Reliabilitas Variabel  
   Loyalitas Pasien (Y) .................................................................  84 

Lampiran 12. Tabel r Product Moment ..........................................................  85 

Lampiran 13. Total Skor Data Variabel Penelitian ........................................  86 

Lampiran 14. Hasil Uji Parsial .......................................................................  88 

Lampiran 15. Hasil Uji Simultan ....................................................................  89 

Lampiran 16. Surat Keterangan Riset .............................................................  90 

Lampiran 17. Daftar Riwayat Hidup Peneliti .................................................  91 


