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ABSTRACT 

 

Basically, having a healthy body is everyone's 

dream, because with a healthy body, life 

activities can run effectively. Health is also a 

very important need for every individual 

because it is valuable and expensive. One of the 

efforts to improve health is to choose the health 

service facilities that are used. Sri Ratu Hospital 

is one of the oldest private hospitals with class 

D type in Medan which has an active status and 

has been established for 35 years. Inpatient 

services are the main concern of hospital 

management because the number of inpatients is 

more than other treatments. The purpose of this 

study was to analyze the effect of service quality 

and hospital image through patient satisfaction 

on patient loyalty at Sri Ratu Hospital. This type 

of research is an associative study and the 

population in this study were all inpatients at Sri 

Ratu Hospital from 2019 to 2021, namely 1,523 

patients, with a total sample of 317 patients. The 

sampling method used is purposive sampling. 

Data analysis was carried out through PLS-SEM 

using the SmartPLS program. The results 

showed that the direct quality of service, 

hospital image and satisfaction had a positive 

and significant effect on patient loyalty at Sri 

Ratu Hospital Medan. then indirectly service 

quality has a positive and significant effect on 

patient loyalty through hospital image and 

hospital image through hospital image has a 

positive and significant effect on patient loyalty 

at Sri Ratu Hospital Medan. 

 

Keywords: Service Quality, Hospital Image, 

Patient Satisfaction, Patient Loyalty 

 

INTRODUCTION 

Basically, having a healthy body is 

everyone's dream, because with a healthy 

body, life activities can run effectively. 

Health is also a very important need for 

every individual because it is valuable and 

expensive. One of the efforts to improve 

health is to choose the health service 

facilities that are used. Along with rapid 

technological advances and increasing 

public knowledge about health and the 

increasing number of disease cases, people 

tend to be more selective in choosing health 

care facilities. One of the government's 

efforts to support health for the community 

is by providing health facilities for the 

community such as hospitals (Griselda et al, 

2007). 

Sri Ratu Hospital is one of the oldest private 

hospitals with class D type in Medan which 

has an active status and has been established 

for 35 years. Sri Ratu Hospital is one of the 

health facilities known to the public and still 

survives to this day compared to other class 

D type hospitals in Medan which cannot 

survive. Sri Ratu Hospital has 17 inpatient 

rooms and 14 other medical facilities. Sri 

Ratu Hospital has medical personnel 

consisting of: 20 specialist doctors, 4 

general practitioners, 20 nurses and 11 
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midwives, as well as non-medical personnel 

consisting of: 5 pharmacists and 8 

administrative staff. 

One type of service in a hospital that can be 

favored in order to achieve the hospital's 

goals is the type of inpatient service. 

Inpatient services are the main concern of 

hospital management because the number of 

inpatients is more than other treatments. 

Inpatient services can also bring financial 

benefits to hospitals, because through 

inpatient services, patients can use health 

services for a long period of time with 

higher medical costs than outpatient 

treatment costs, which in turn creates 

loyalty to the home. the disease (Haryanti, 

2019). 

The term loyalty is an important factor for 

every company in achieving company goals. 

Similar is the case with hospitals that make 

patient loyalty a benchmark for achieving 

hospital success. Sari (2018) defines patient 

loyalty as the behavior of patients who feel 

satisfied in using health services obtained by 

using health services repeatedly. According 

to Rohmati and Setiyadi (2020), patient 

loyalty is a form of compliance behavior or 

loyalty of a patient in choosing and using 

the same health service repeatedly within a 

certain period of time. Thus, it can be said 

that patient loyalty means behavior that 

shows the patient's commitment to reuse 

hospital services or subscribe to hospitals 

consistently. The creation of loyalty allows 

hospitals to retain patients, so hospitals can 

save more on operational costs. This is 

because the costs required to attract new 

patients are much greater than the costs for 

patients who are loyal to the hospital 

(Griffin, 2017: 493). The importance of 

patient loyalty also provides benefits for 

patients and the hospital (Gunawan, 2018). 

Sri Ratu Hospital has long been a flagship 

hospital, however, there are still some 

problem phenomena that are felt by some 

patients when seeking treatment at Sri Ratu 

Hospital. Based on the phenomenon shown 

by the number of patients at Sri Ratu 

Hospital which tends to decrease, it is 

known that there are some patients who are 

disloyal to Sri Ratu Hospital as evidenced 

by a survey related to research variables. In 

addition, there are several research gaps 

from previous studies regarding the effect of 

service quality and hospital image on patient 

loyalty through patient satisfaction as an 

intervening variable. 

 

LITERATURE REVIEW 

Service Quality 

According to Hermawan (2018), the 

definition of service quality is a series of 

special forms of a production or service that 

can provide the ability to satisfy the needs 

and desires of the community. Meanwhile, 

according to Kotler (2017:156) defines 

service quality as a form of consumer 

assessment of the level of service received 

with the level of service expected. Abdullah 

and Tantri (2017: 44) define service quality 

as the overall characteristics and 

characteristics of a product or service that 

affect its ability to satisfy stated and implied 

needs. From this statement, it is stated that 

the quality of service is a measure of the 

level of difference between the reality and 

the patient's expectations of the services 

received or perceived. 

The quality of service is an important aspect 

that must be considered by hospitals in 

providing services to patients, so that they 

can be of interest to patients and lead to 

repurchase behavior towards hospital 

services. Hospitals have quality services that 

focus on health service providers consisting 

of very diverse structures. 

 

Hospital Image 

Kotler (2017) suggests the notion of image 

as the public's perception of the services 

provided. Aminah et al (2017), said that 

image is the overall perception of a brand 

that is formed by processing information 

from various sources over time. According 

to Khuong and Tran (2018), brand image is 

a situation where patients think and feel an 

attribute of a brand so that patients can 

properly stimulate purchase intentions and 

increase brand value. Meanwhile, according 

to Clow and Donald (2018), brand image 
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reflects the feelings that patients and 

businesses have about the entire 

organization as well as individual products 

or product lines. Thus it can be said that the 

hospital image is the patient's perception 

which is shown through the patient's view or 

impression of hospital services. 

A good corporate image is an important 

asset for the company, because the image 

will have an impact on the perception of 

value, quality and satisfaction (Zeithmal et 

al, 2017:48). Similar to hospitals, hospitals 

that successfully show a good image will 

affect the increase in value, quality and 

patient satisfaction. In this case the image 

plays an important role for the hospital. 

Meanwhile, a good brand image is expected 

to influence patient attitudes and behavior, 

especially in terms of the patient loyalty 

process (Afrizal and Suhardi, 2018). The 

image of the hospital also serves as a liaison 

and guardian of the harmonious relationship 

between the hospital and its patients (Wu, 

2011). Because through the image of the 

hospital, patients are able to feel satisfaction 

and trust in using hospital services, resulting 

in loyalty to the hospital. 

 

Patient Loyalty 

Griffin (2017:14) explains that, loyalty is 

defined as non random purchase expressed 

over time by some decision making unit, 

which is defined as loyalty is an 

attitude/behavior that shows routine 

purchases of services based on the decision-

making unit. Meanwhile, Kotler and Keller 

(2017:138) state that loyalty is a 

commitment to repurchase or subscribe to a 

particular service in the future despite the 

influence of situations or marketing efforts 

that can cause behavioral changes. The 

latest definition of loyalty is expressed by 

Purnomo (2019) who says that loyalty is a 

manifestation of customer satisfaction 

received after using services. 

Meanwhile, Sari (2018) defines patient 

loyalty as the behavior of patients who are 

satisfied in using health services obtained by 

using health services repeatedly. Rohmati 

(2020) defines patient loyalty as a form of 

compliance behavior or loyalty of a patient 

in choosing and using the same health 

service repeatedly within a certain period of 

time. Thus, it can be said that patient loyalty 

means behavior that shows the patient's 

commitment to reuse hospital services or 

subscribe to hospitals consistently. 

 

Patient Satisfaction 

Tjiptono (2017:146) defines patient 

satisfaction as a post-purchase evaluation, 

where the perception of the performance of 

the selected service alternative meets or 

exceeds expectations before purchase. 

Meanwhile, Kotler (2017) defines patient 

satisfaction as a person's feelings of pleasure 

or disappointment arising from comparing 

the perceived performance of the service (or 

outcome) against their expectations. 

Furthermore, Daryanto and Setyobudi 

(2018:135), state that patient satisfaction is 

an emotional assessment of the patient after 

the patient uses the service where the 

expectations and needs of the patient who 

uses it are met. Kotler and Pohan (2017) 

define patient satisfaction as a result of the 

patient's assessment of health services by 

comparing what is expected in accordance 

with the reality of health services received 

in hospitals. So it can be concluded that, 

patient satisfaction is the patient's feelings 

that arise after using health services in 

hospitals that are in accordance with their 

expectations. 

Patient satisfaction is one of the 

determinants of patient loyalty, so when a 

patient is satisfied with a health service he 

uses, he will repurchase the health service 

without being affected by the services of a 

competitor hospital. Patient satisfaction has 

a close relationship with service quality, 

namely the quality of service is able to 

provide encouragement to patients to 

establish strong ties with the hospital. This 

bond makes the hospital better understand 

the expectations and needs of its patients. So 

that hospitals can increase patient 

satisfaction by maximizing pleasant 

experiences and minimizing or eliminating 

unpleasant experiences (Tjiptono, 2017). 
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MATERIALS & METHODS 

The type of research in this research is 

associative research with quantitative 

techniques. According to Sugiyono (2018), 

associative research is a research problem 

formulation that asks for the relationship 

between two or more variables. Meanwhile, 

quantitative techniques are research 

techniques that have clear elements that are 

detailed from the start, systematic research 

steps, use samples whose research results 

are applied to the population, have 

hypotheses if necessary, have clear designs 

with research steps and expected results, 

require data collection. data that can 

represent, and there is a data analysis carried 

out after all data is collected (Arikunto, 

2016). The independent variables studied in 

this study were service quality and hospital 

image, while the dependent variable was 

patient loyalty with patient satisfaction as an 

intervening variable. The population in this 

study were all inpatients at Sri Ratu 

Hospital from 2019 to 2021, namely 1,523 

patients. This study uses a purposive 

sampling technique which is one of the non-

probability sampling techniques. The 

purposive sampling technique is determined 

through sampling, namely by determining 

special characteristics that are in accordance 

with the research objectives so that it is 

expected to be able to answer research 

problems (Sugiyono, 2019). The sample 

criteria in this study were Sri Ratu Hospital 

patients who made inpatient visits for a 

maximum of 2 (two) consecutive days. The 

number of samples in this study was 

determined by the Slovin formula so that the 

number of samples was 317 patients. Data 

analysis in this study used PLS-SEM 

analysis. 

 

RESULT 

Respondents' Descriptive Results 

Descriptive respondents based on gender 

showed that respondents with male sex were 

131 respondents (41.3%) and 186 

respondents (58.7%) were female. This 

shows that respondents with female sex are 

more dominant than male respondents, 

while based on age it can be seen that 

respondents aged 17-25 years are 35 

respondents (11%), aged 26-34 years are 

180 respondents (56.8 %) and age > 34 

years totaled 102 respondents (32.2%). 

Based on this, it is known that respondents 

aged 26-34 years are more dominant. 

Characteristics of respondents based on 

education, SMA totaled 106 respondents 

(33.4%), D3 amounted to 95 respondents 

(30%), S1 amounted to 81 respondents 

(25.6%) and S2 amounted to 35 respondents 

(11%). Based on the percentage of 

educational characteristics with high school 

education is more dominant. characteristics 

of respondents based on occupation. The 

work of civil servants is 53 respondents 

(16.7%), for private employees as many as 

95 respondents (30%) %), for entrepreneurs 

as many as 86 respondents (27.1%), for 

housewives as many as 61 respondents 

(19.2 %) and Others as many as 22 

respondents (6.9%). Based on this, it is 

known that the work of private employees is 

more dominant and the characteristics of the 

respondents are based on income. For those 

who have not earned as much as 48 

respondents (15.1%), for income <Rp. 

1,000,000-Rp. 5,000,000 as many as 204 

respondents (64.4%), and income > Rp. 

5,000,000 as many as 65 respondents 

(20.5%). Based on this, it is known that 

income <Rp. 1,000,000-Rp. 5,000,000 is 

more dominant. 

 

Data Analysis Results 

The following table presents the path 

coefficient values and P-Values values for 

testing the significance of the direct effect 

and indirect effect. 
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Tabel 1 Path Coefficients (Direct Effect and Indirect Effect) 

  Original 

Sample (O) 

Sample 

Mean (M) 

Standard Deviation 

(STDEV) 

T Statistics 

(|O/STDEV|) 

P Values 

Service_Quality -> Patient_Loyalty 0,962 0,861 0,046 13,347 0,000 

Quality_Service -> Patient_Satisfaction 0,853 0,745 0,035 14,220 0,000 

Image_Hospital_Hospital -> Patient_Loyalty 0,171 0,169 0,065 2,617 0,004 

Image_Hospital_Hospital -> 

Patient_Satisfaction 
0,963 0,960 0,033 29,474 0,000 

Patient_Satisfaction -> Patient_Loyalty 0,849 0,850 0,057 14,940 0,000 

Service_Quality -> Patient_Satisfaction -> 
Patient_Loyalty 

0,763 0,864 0,054 11,384 0,000 

Hospital_Image -> Patient_Satisfaction -> 

Patient_Loyalty 
0,817 0,816 0,059 13,765 0,000 

 

DISCUSSION 

The Effect of Service Quality on Patient 

Loyalty 

Based on the results of data analysis shows 

that the influence of Service Quality on 

Patient Loyalty (p = 0.000 <0.05) then H0 is 

rejected H1 is accepted, meaning that there 

is a positive and significant influence 

between Service Quality and Patient 

Loyalty. 

Kotler (2017:39) defines service quality as a 

form of consumer assessment of the level of 

service received with the level of service 

expected. The high and low quality of 

service depends on how the patient's 

assessment of the health services he feels is 

in accordance with his expectations. Service 

quality is an absolute thing that must be 

owned by a hospital in offering health 

services, because with the quality of service, 

the hospital can measure the level of 

performance that has been achieved. 

Sumiyati and Syah (2016) stated that the 

better the quality of service provided, the 

more patient loyalty will be increased. This 

is because, quality service will have an 

influence in maintaining customer loyalty 

(Potluri and Zeleke, 2009). This is in 

accordance with the research of Zhou et al 

(2017) and Kim et al (2017) which state that 

service quality has a positive and significant 

effect on patient loyalty. However, this is 

not in line with the research of Fahmi et al 

(2020) and Yeo and Goh (2021) which state 

that service quality does not have a positive 

and significant effect on patient loyalty. 

 

 

 

The Effect of Service Quality on Patient 

Satisfaction 

Based on Table 4.16 explains that the 

influence of Service Quality on Patient 

Satisfaction (p = 0.000 <0.05) then H0 is 

rejected H1 is accepted, meaning that there 

is a positive and significant effect between 

Service Quality and Patient Satisfaction. 

This is supported by the research of Zhou et 

al (2017) and Fatima et al (2018) which 

concludes that there is an influence between 

service quality on patient satisfaction. In his 

research, it was explained that by providing 

quality services to patients in the midst of 

increasing competition between hospitals, it 

could lead to a significant increase in patient 

satisfaction in hospitals. However, this is 

not in line with the research of Zarei et al 

(2018) and Yeo and Goh (2021) which state 

that service quality has no effect on patient 

satisfaction. 

 

The Effect of Hospital Image on Patient 

Loyalty 

Based on Table 4.16 explains that the 

influence of Hospital Image on Patient 

Loyalty (p = 0.004 < 0.05) then H0 is 

rejected H1 is accepted, meaning that there 

is a positive and significant effect between 

Hospital Image and Patient Loyalty. 

Kotler (2017:263) explains that the 

definition of image is the public's perception 

of the company or its services. A good 

hospital image will shape the mindset of the 

community that if the community has health 

problems, the community does not need to 

think twice about where they will get health 

services, because it is based on their own 

experience or based on the information they 

get. This is supported by Bicer's research 



Debi Yolanda Kaban et.al. The influence of quality of service and hospital image on patient loyalty with 

satisfaction patients as intervening variables (case study of Sri Ratu Hospital Medan) 

                                      International Journal of Research and Review (ijrrjournal.com)  125 

Vol. 9; Issue: 10; October 2022 

(2020) which states that the image of the 

hospital affects loyalty. However, this is not 

in line with Asnawi's research (2019) which 

states that the image of the hospital has no 

effect on patient loyalty. 

 

The Effect of Hospital Image on Patient 

Satisfaction 

Based on Table 4.16 explains that the 

influence of Hospital Image on Patient 

Satisfaction (p = 0.000 <0.05) then H0 is 

rejected H1 is accepted, meaning that there 

is a positive and significant influence 

between Hospital Image and Patient 

Satisfaction 

Based on the distribution of respondents' 

answers, it is known that the respondents 

answered agree with the statements given, 

this is known in the respondents' answers, 

namely the statement "Sri Ratu Hospital is a 

responsible hospital" ie where the dominant 

respondent answered agree. this is certainly 

a good image for Sri Ratu Hospital where 

respondents feel that the hospital is 

responsible for what happens to patients. 

Kotler & Keller (2017: 347) states that 

image is related to the way people perceive 

the brand in actual. Patients tend to decide 

to choose a hospital that has the best image 

when the patient does not have experience 

in choosing hospital services. Hospital 

image is formed through patient satisfaction. 

A good hospital image can increase patient 

satisfaction through perceived hospital 

services. This is supported by Bicer's 

research (2020) which states that the image 

of the hospital affects patient satisfaction, so 

that by creating a strong image in the 

hospital, it will increase the satisfaction of 

patients who use health services at the 

hospital. However, this is not in line with 

the research of Sukartini and Indrawati 

(2018) which states that the image of the 

hospital has no effect on patient satisfaction. 

 

Effect of Patient Satisfaction on Patient 

Loyalty 

Based on Table 4.16 explains that the effect 

of Patient Satisfaction on Patient Loyalty (p 

= 0.005 <0.05) then H0 is rejected H1 is 

accepted, meaning that there is a positive 

and significant effect between Patient 

Satisfaction and Patient Loyalty. 

Patient satisfaction is formed from the 

patient's trust or expectations for the 

services that have been selected. This 

opinion is in accordance with the statement 

of Kotler and Keller (2017: 263) which 

defines patient satisfaction as the level of 

patient feelings that arise after comparing 

hospital services or results that have been 

felt and compared with their expectations. 

Thus, when patients manage to get hospital 

services that match their expectations, there 

will be a repeat purchase attitude or loyalty 

to the use of hospital services. Satisfaction 

or dissatisfaction felt by the patient can 

affect the repeat visit of the patient in the 

future (Engel et al, 1995). This is in 

accordance with research by Asnawi (2019) 

and Yin and Lin (2021) which state that 

patient satisfaction has a positive and 

significant effect on patient loyalty. 

However, it is not in line with the research 

of Sumiyati and Syah (2016) and Liu et al 

(2021) which state that patient satisfaction 

has no positive and significant effect on 

patient loyalty. 

 

The Effect of Service Quality on Patient 

Loyalty through Patient Satisfaction 

There is an indirect effect of Service Quality 

on Patient Loyalty through Patient 

Satisfaction is 0.126, with a p-value of 

0.007 <0.005. The boostrap results indicate 

that this indirect effect is significant, 

Abdullah and Tantri (2017: 44) define 

service quality as the overall characteristics 

and characteristics of a product or service 

that affect its ability to satisfy stated and 

implied needs. This is in accordance with 

the research of Mohammed et al (2020) and 

Holiwono and Tan (2021) which state that 

service quality affects patient loyalty 

through patient satisfaction. This study 

indicates that the existence of quality health 

services for patients will lead to loyalty to 

patients through the satisfaction felt by 

patients in the hospital. However, it is not in 

line with the research of Sulistyo and 
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Gumilar (2019) which states that service 

quality has no effect on patient loyalty 

through patient satisfaction. 

 

The Effect of Hospital Image on Patient 

Loyalty through E-Trust 

There is an indirect effect of Hospital Image 

on Patient Loyalty through Patient 

Satisfaction is 0.086, with a p-value of 

0.020 <0.005. The results of the boostrap 

indicate that this indirect effect is 

significant. 

Aminah et al (2017), defines image as the 

overall perception of a brand that is formed 

by processing information from various 

sources over time. A good hospital image 

can increase patient loyalty through 

increased satisfaction from perceived health 

services. This is in accordance with the 

research of George and Sahadevan (2019) 

and Vimla and Taneja (2020) which state 

that the image of the hospital has an 

influence on patient loyalty through patient 

satisfaction. This study indicates that a good 

hospital image can increase patient 

satisfaction through improving the 

perceived quality of service, which in turn 

increases patient loyalty to patient visit 

intentions (Tobing, 2018). However, this is 

not in line with the research of Yin and Lin 

(2020) and Paradilla (2021) which state that 

the image of the hospital has no effect on 

patient loyalty through patient satisfaction. 

 

CONCLUSION 

Based on the analysis and discussion, 

several conclusions and suggestions can be 

drawn as follows: 

1. Service Quality has a positive and 

significant impact on Patient Loyalty at 

Sri Ratu Hospital 

2. Service Quality has a positive and 

significant impact on Patient 

Satisfaction at Sri Ratu Hospital 

3. Hospital Image has a positive and 

significant impact on Patient Loyalty at 

Sri Ratu Hospital 

4. Hospital image has a positive and 

significant impact on patient satisfaction 

at Sri Ratu Hospital 

5. Patient Satisfaction has a positive and 

significant impact on Patient Loyalty at 

Sri Ratu Hospital 

6. Service Quality has a positive and 

significant impact on Patient Loyalty 

through Patient Satisfaction at Sri Ratu 

Hospital 

7. Hospital image has a positive and 

significant effect on Patient Loyalty 

through Patient Satisfaction at Sri Ratu 

Hospital 

 

Conflict of Interest: None 
 

REFERENCES 

1. Afrizal dan Suhardi. 2018. “Pengaruh 

Kualitas Pelayanan, Citra Rumah Sakit 

dan Kepercayaan Terhadap Kepuasan 

Pasien dan Implikasinya”. Jurnal Ekonomi 

dan Manajemen STIE Pertiba 

Pangkalpinang, Vol. 4, No. 1, pp 70-86. 

2. Aminah, Siti., Cahyono, Dwi., dan 

Herlambang, Toni. 2017. “Pengaruh Mutu 

Pelayanan dan Citra Rumah Sakit 

Terhadap Loyalitas Pasien Serta Kepuasan 

Pasien Sebagai Intervening Di Instalasi 

Peristi RSD Dr. Soebandi Jember”. Jurnal 

JSMBI (Jurnal Sains dan Manajemen 

Bisnis Indonesia), Vol. 7, no. 2. 

3. Arikunto, Suharsimi. 2016. Prosedur 

Penelitian: Suatu Pendekatan Praktik.  

4. Jakarta, PT Rineka Cipta. 

5. Asnawi, A., Awang, Z., Afthanorhan, A., 

Mohamad, M., and Karim, F. 2019. “The 

influence of hospital image and service 

quality on patients’ satisfaction and 

loyalty”. Management Science 

Letters, 9(6), 911-920. 

6. Astari, D. W., Noviantani, A., dan 

Simanjuntak, R. 2020. “Kepuasan Pasien 

terhadap Mutu Pelayanan Keperawatan di 

Era Pandemi Covid-19 di Rumah Sakit 

Mata Cicendo”. Jornal of Hospital 

Accreditation, 3(1), 34–38. 

7. Azwar. 2017. Menjaga Mutu Pelayanan 

Kesehatan Aplilkasi Prinsip Lingkaran 

Pemecahan Masalah. Jakarta: Pustaka 

Sinar Harapan. 

8. Bicer, D., Fatma. 2020. "Analysing The 

Relationship Of Brand Image With 

Perceived Quality, Satisfaction And 

Loyalty Thorugh Structural Equation 



Debi Yolanda Kaban et.al. The influence of quality of service and hospital image on patient loyalty with 

satisfaction patients as intervening variables (case study of Sri Ratu Hospital Medan) 

                                      International Journal of Research and Review (ijrrjournal.com)  127 

Vol. 9; Issue: 10; October 2022 

Modelling." Turkish Journal of 

Marketing 5, no. 2: 158. 

9. Boshoff, C., and B, Gray., 2004. “The 

Relationships Between Service Quality, 

Customer Satisfaction and Buying 

Intentions in The Private Hospital 

Industry”. Jurnal Internasional 

Manajemen Bisnis, 35: 27-37. 

10. Choi, Un-Kyong. 2020. "The effects of 

perceived medical service quality on 

patient satisfaction, hospital's reputation 

and loyalty." Journal of The Korea 

Society of Computer and Information 25, 

no. 1: 177-185. 

11. Clow, Kenneth., E., and Donald., Baack. 

2018. Integrated advertising, promotion, 

and marketing communication. New 

Jersey: Pearson Education.  

12. Daryanto, dan Setyobudi, I. 2018. 

Konsumen dan pelayanan prima. 

Yogyakarta: Gava Media. 

13. Departemen Kesehatan RI (2019). 

Pelayanan Rumah Sakit. Jakarta. Last 

modified November 11, 2021.  

14. http://www.depkes.go.id/resources/downl

oad/infoterkini/materi_rakorpop_20 

19/Hasil%20Riskesdas%202019.pd 

15. Fahmi, A., Qomariah, N., and Cahyono, 

D. 2020. “Effect of Service Quality and 

Service Innovation of Patient Satisfaction 

and Loyalty”. International Journal of 

Engineering Research & Technology, Vol. 

9 no. 6. 

16. Fatima, T., Shahab, A.,Malik., and Asma., 

S. 2018. "Hospital healthcare service 

quality, patient satisfaction and loyalty: 

An investigation in context of private 

healthcare systems." International Journal 

of Quality & Reliability Management, 

Vol. 35 No. 6: 1195-1214. 

17. George, A., and Sahadevan, J. 2019. A 

Conceptual Framework of Antecedents of 

Service Loyalty in Health Care: Patients’ 

Perspective. IIM Kozhikode Society & 

Management Review, 8(1), 50-59. 

18. Ghozali. 2017. Partial Least Sqares (PLS): 

Konsep, Teknik dan Aplikasi 

menggunakan program SmartPLS 3.0. 

Semarang, Badan Penerbit Universitas 

Diponegoro. 

19. Griffin, Jill. 2017. Customer Loyalty: 

Menumbuhkan & Mempertahankan 

Kesetiaan Pelanggan. Jakarta, Erlangga. 

20. Griselda, Gretel dan Tagor Muda 

Panjaitan. 2007, “Analisis Pengaruh 

Kualitas Layanan terhadap Kepuasan 

Konsumen Restoran Pulau Dua,”. 

DeReMa Jurnal Manajemen, Vol.2 no.1 

Januari, p.39-45. 

21. Gunawan, W.H. dan Sugiarto.,P. 2018. 

“Analisis Pengaruh Kualitas Pelayanan 

Medis dan Pelayanan Administrasi 

Terhadap Loyalitas Pasien (Studi Pada 

Pasien Rawat Inap Rumah Sakit 

Pertamina Cirebon)”. Doctoral 

dissertation, UNDIP; Fakultas Ekonomika 

dan Bisnis Universitas Diponegoro: 

Semarang. 

22. Hair, Joseph F., Celsi, Mary., Ortinau, 

David J., and Bush, Robert P. 2017. 

Essential of Marketing Research, Fourth 

Edition. New York, McGraw-Hill 

Education. 

23. Hair, Joseph F., Hult, G. Tomas M., 

Ringle, Christian M., and Sarstedt, Marko. 

2017. A Primer on Partial Least Squares 

Structural Equation Modeling (PLS-

SEM), 2nd edition, Thousand Oaks: Sage.  

24. Harrison, Shirley. 2017. Public Relations: 

An Inroduction. New York: Thomson 

Learning. 

25. Haryanti, S. 2019. “Faktor-faktor yang 

Berhubungan dengan Loyalitas Pasien 

Umum di RSUD Haji Makassar Tahun 

2019”. Doctoral dissertation. Universitas 

Islam Negeri Alauddin: Makassar. 

26. Hermawan, S. 2018. “Analisis Proses 

Pelayanan Ijin Mendirikan Bangunan Di 

Dinas Penanaman Modal dan Pelayanan 

Terpadu Satu Pintu Kota Semarang”. 

Doctoral dissertation, Faculty of Social 

and Political Sciences. 

27. Hill, Nigen. 2016. Handbook of Customer 

Statisfaction Measurement. Cambridge : 

Great Britain at the University Press. 

28. Holiwono, L. S., and Tan, P. H. P. 2021. 

Effect of Perceived Healthcare Service 

Quality on Patient Loyalty Mediated by 

Patient Satisfaction at XY Hospital 

(Servqual Dimensional 

Approach). Budapest International 

Research and Critics Institute (BIRCI-



Debi Yolanda Kaban et.al. The influence of quality of service and hospital image on patient loyalty with 

satisfaction patients as intervening variables (case study of Sri Ratu Hospital Medan) 

                                      International Journal of Research and Review (ijrrjournal.com)  128 

Vol. 9; Issue: 10; October 2022 

Journal): Humanities and Social 

Sciences, 4(4), 9220-9233. 

29. Hulland. 2016. Use of Causal Models in 

Marketing Research, A review. 

International Journal of Research in 

Marketing, Vol. 13, pp 181-197. 

30. Kementrian Kesehatan RI. 2019. Profil 

Kesehatan Indonesia. Jakarta. Last 

modified June 23, 2020. 

31. http://hukor.kemkes.go.id/uploads/produk

_hukum/PMK_No__30_Th_2019_ttg_Kla

sifikasi_dan_Perizinan_Rumah_Sakit.pdf.  

32. Khuong, M. N., and Tran, N. T. H. 2018. 

“The Impacts of Product Packaging 

Elements on Brand Image and Purchase 

Intention - An Empirical Study of Phuc 

Long’s Packaged Tea Products”. 

International Journal of Trade, Economics 

and Finance. 9(1): 8–13. 

33. Kim, C. E., Shin, J. S., Lee, J., Lee, Y. J., 

Kim, M. R., Choi, A., and Ha, I. H. 2017. 

“Quality of medical service, patient 

satisfaction and loyalty with a focus on 

interpersonal-based medical service 

encounters and treatment effectiveness: a 

cross-sectional multicenter study of 

complementary and alternative medicine 

(CAM) hospitals”. BMC complementary 

and alternative medicine, 17(1), 1-12. 

34. Kotler, Philip., dan Kevin L., Keller. 

2017. Manajemen Pemasaran. Edisi 

1.Alih bahasa: Bob sabran, MM. Jakarta: 

Erlangga.  

35. Kotler, P; Bowen, T.J; Makens, C.J. 2017. 

Marketing for Hospitality and Tourism. 

Pearson Education, Inc., Upper Saddle 

River, New Jersey. 

36. Liu, S., Li, G., Liu, N., and Hongwei, W. 

2021. “The impact of patient satisfaction 

on patient loyalty with the mediating 

effect of patient trust”. INQUIRY: The 

Journal of Health Care Organization, 

Provision, and Financing, 58. 

37. Masitoh, M. R., Wibowo, H. A., dan 

Ikhsan, K. 2019. “Pengaruh Kualitas  

38. Pelayanan, Kepuasan Pelanggan, Dan 

Kepercayaan Merek Terhadap Loyalitas 

Pelanggan  Pada Pengguna Aplikasi 

Mobile  Shopee”.  Jurnal Sains 

Manajemen, 5(1), 101–119.   

39. Mohammed, H. J., Mohammed, Q. A., 

and Rhima, M. H. 2021. Measurement and 

evaluation the impact of perceived 

healthcare service quality on guest loyalty 

during COVID-19. International Journal 

of Human Rights in Healthcare. 

40. Paradilla., M. 2021. "Pengaruh Brand 

Image dan Marketing Mix Terhadap 

Loyalitas Melalui Kepuasan Pasien 

Umum sebagai Variabel Intervening di RS 

Stella Maris Makassar”. Doctoral 

dissertation. Universitas Hasanuddin. 

41. Parasuraman, A., Zeithaml, V. A., and 

Berry, L. L. 1988. “SERVQUAL: A 

mutiple-item scale for measuring 

consumer perceptions of service quality”. 

Journal of Retailing, Vol. 6, No. 1, pp. 12-

40. 

42. Pohan, Imbolo, 2017. Jaminan Mutu 

Layanan Kesehatan. Penerbit Buku 

Kedokteran ECG, Jakarta. 

43. Potluri, R. M., and Zeleke, A. A. 2009. 

“Evaluation of Customer Handling 

Competencies of Ethiopian employees”. 

African Journal of Business Management, 

Vol. 3 (4), pp 131-135.  

44. Profil Rumah Sakit Sri Ratu Medan 

https://www.sehatq.com/faskes/rumah-

sakit-sri-ratu. Last modified June 23, 

2020. 

45. Purnomo dan Widowati. 2019. “Pengaruh 

Persepsi Nasabah BRI Pada Kualitas 

Layanan Terhadap Kepuasan Dan 

Loyalitas Nasabah BRI Kanca Wonosari”. 

Jurnal Bisnis Teori dan Implementasi, Vol 

10: 52-64. 

46. Republik Indonesia. “Peraturan Menteri 

Kesehatan Republik Indonesia Nomor 

340/Menkes/PER/III/2020 tentang 

Klasifikasi Rumah Sakit”, dalam Menteri 

Kesehatan Republik Indonesia. Jakarta : 

Sekretariat Negara RI, 2020. 

47. Rohmati, F. A., dan Setiyadi, N. A. 

2020. “Hubungan Citra Dan Kualitas 

Pelayanan Dengan Loyalitas Pasien 

Layanan Kesehatan: Kajian Literatur”. 

Doctoral dissertation. Universitas 

Muhammadiyah: Surakarta. 

48. Sanchez, G., Trinchera, L., & Russolillo, 

G. 2016. Plspm: tools for partial least 

squares path modeling (PLS-

PM). Berkeley, CA: Trowchez Editions. 

49. Sari, A. N. 2018. “Pengaruh Kualitas 

Pelayanan Terhadap Kepuasan Dan 

http://hukor.kemkes.go.id/uploads/produk_hukum/PMK_No__30_Th_2019_ttg_Klasifikasi_dan_Perizinan_Rumah_Sakit.pdf
http://hukor.kemkes.go.id/uploads/produk_hukum/PMK_No__30_Th_2019_ttg_Klasifikasi_dan_Perizinan_Rumah_Sakit.pdf
http://hukor.kemkes.go.id/uploads/produk_hukum/PMK_No__30_Th_2019_ttg_Klasifikasi_dan_Perizinan_Rumah_Sakit.pdf
https://scholar.google.com/scholar?cluster=6622866916924199008&hl=en&oi=scholarr
https://scholar.google.com/scholar?cluster=6622866916924199008&hl=en&oi=scholarr
https://scholar.google.com/scholar?cluster=6622866916924199008&hl=en&oi=scholarr


Debi Yolanda Kaban et.al. The influence of quality of service and hospital image on patient loyalty with 

satisfaction patients as intervening variables (case study of Sri Ratu Hospital Medan) 

                                      International Journal of Research and Review (ijrrjournal.com)  129 

Vol. 9; Issue: 10; October 2022 

Loyalitas Pasien Ditinjau Dari Perspektif 

Ekonomi Islam Pada RSUD H. ABDUL 

Moeloek Prov. Lampung”. Doctoral 

dissertation. UIN Raden Intan : Lampung. 

50. Satar., Diah Yulisetiarini, and 

Handriyono. 2016. "Pengaruh Kaulitas 

Layanan Dan Kepuasan Serta Loyalitas 

Pasien Rumah Sakit Gigi Dan Mulut 

Univ. Jember”. Relasi: Jurnal 

Ekonomi 12, no. 2. 

51. Sinulingga, S. 2017. Metode Penelitian 

(Edisi Keenam). USU Press, ed. Medan  

52. Siregar, Sofyan. 2016. Statistika 

Deskriptif untuk Penelitian Dilengkapi 

Perhitungan Manual dan Aplikasi SPSS 

Versi 17. Jakarta: PT Raja Grafindo 

Persada. 

53. Situmorang, Syafrizal Helmi. 2017. Riset 

Pemasaran. Medan, USU Press. 

54. Sugiyono. 2018. Metode Penelitian 

Kuantitatif, Kualitatif, dan R&D. 

Bandung, Alfabeta, CV. 

55. ________. 2019. Metode Penelitian 

Kuantitatif, Kualitatif, dan R&D. 

Bandung, Alfabeta, CV. 

56. Sukartini, and Indrawati, R. 2018. 

“Analysis of the influence of service 

quality and hospital image on inpatient 

loyalty with patient satisfaction as 

intervening variable”. International 

Advanced Research Journal in Science, 

Engineering and Technology. 5(9): 75-83. 

57. Sulistyo, Agung., dan Gumilar, Aris. 

2019. “Studi Citra Rumah Sakit dan 

Kualitas Pelayanan Terhadap Loyalitas 

Pelanggan Melalui Kepuasan Pelanggan 

Pada Rumah Sakit Awal Bros 

Tangerang”. Jurnal Manajemen Bisnis, 

Vol. 81 (2), pp 137-144. 

58. Sumiyati, Cucu., dan Syah, T.Y.R. 2016. 

“Kualitas Pelayanan dan Citra Merek 

Terhadap Loyalitas Dengan Mediasi 

Kepuasan Pasien Di Rumah Sakit 

Swasta”. Prosiding Seminar Nasional dan 

Call for Papers. 

59. Suratri, MAL.,Suryati, dan., T., Edwin, 

VA. 2018. “Kepuasan pasien terhadap 

kualitas pelyanan pasien rawat jalan 

rumah sakit di 7 provinsi di Indonesia”. 

Buletin Penelitian Kesehatan, 46(4), 239-

246. 

60. Sutisna. 2017. Perilaku Konsumen dan 

Komunikasi Pemasaran. Edisi Kedua. Jilid 

Pertama. Bandung, Remaja Posdaya. 

61. Tan, C. N. L., Ojo, A. O., Cheah, J. H., 

and Ramayah, T. 2019. Measuring the 

influence of service quality on patient 

satisfaction in Malaysia. Quality 

Management Journal, 26(3), 129-143. 

62. Tantri, Thamrin Abdullah dan Francis. 

2017. Manajemen Pemasaran. Jakarta: PT 

Raja Grafindo Persada. 

63. Tjiptono, Fandy. 2017. Service 

Management Mewujudkan Layanan 

Prima. Edisi 2. Yogyakarta, Andi. 

64. Tjiptono, Fandy dan Gregorius Chandra. 

2017. Service, Quality & Satisfaction. 

Yogyakarta : CV Andi Offset. 

65. Veljkovic, Dobrinka. 2016. The role of 

corporate image in the process of 

company takeovers. Megatrend review: 

the international review of applied 

economics, Vol. 8. 1, p. 77-93. 

66. Vimla, and Taneja, U. 2020. “Navigating 

from Brand Image to Patient Loyalty: 

Mediating Effect of Service Quality and 

Patient Satisfaction”. Journal of Health 

Management, 22(3), 430-445. 

67. Wenyi, L. I. N., and Yin, W. 2020. 

Service Quality, Brand Image, Perceived 

Value, Patient Satisfaction and Loyalty in 

China’s Private Dental Clinics. China 

Emergency Management Research Center, 

JiNan University, Guangzhou, China. 

68. Wijayanti Ari. 2008. “Strategi 

Meningkatkan Loyalitas Melalui 

Kepuasan Konsumen (Studi Kasus : 

Produk Kartu Selular PraBayar Mentari – 

Indosat Wilayah Semarang)”. Jurnal 

Manajemen Universitas Diponegoro. 

69. Wu, C. 2011. “The Impact of Hospital 

Brand Image on servive Quality, Patient 

Satisfaction and Loyalty”. Journal of 

Business Management, Vol. 5(12), pp. 

4873-4882. 

70. Yeo, S. F., Tan, C. L., and Goh, Y. N. 

2021. Obstetrics services in Malaysia: 

factors influencing patient 

loyalty. International Journal of 

Pharmaceutical and Healthcare Marketing, 

Vol. 15 No. 3: 389-409. 

71. Yunida., M., Enno. 2016. “Pengaruh Citra 

Rumah Sakit dan Kualitas Pelayanan 

https://www.econbiz.de/Record/megatrend-review-the-international-review-of-applied-economics/10008393108
https://www.econbiz.de/Record/megatrend-review-the-international-review-of-applied-economics/10008393108
https://www.econbiz.de/Record/megatrend-review-the-international-review-of-applied-economics/10008393108


Debi Yolanda Kaban et.al. The influence of quality of service and hospital image on patient loyalty with 

satisfaction patients as intervening variables (case study of Sri Ratu Hospital Medan) 

                                      International Journal of Research and Review (ijrrjournal.com)  130 

Vol. 9; Issue: 10; October 2022 

Terhadap Loyalitas Pelanggan Melalui 

Kepuasan Pelanggan (Studi Pada Rumah 

Sakit Amal Sehat Wonogiri)”. Jurnal 

Manajemen. Universitas Negeri 

Yogyakarta.  

72. Zarei, E., Mohammad, A., Seyed, M., 

Ghazi, T., Arash, R., and Roghayeh, K. 

2017. "Understanding patients’ behavioral 

intentions: evidence from Iran’s private 

hospitals industry." Journal of health 

organization and management, Vol. 28 

No. 6: 795-810. 

73. Zeithaml et al., 2017. Measuring the 

quality of relationship in customer 

service: An empirical study, European. 

Journal of Marketing, Vol. 60, April, pp. 

31-46. 

74. Zhou, W. J., Wan, Q. Q., Liu, C. Y., Feng, 

X. L., and Shang, S. M. 2017. 

“Determinants of patient loyalty to 

healthcare providers: An integrative 

review”. International Journal for Quality 

in Health Care, 29(4), 442-449. 

75. Zikmund, W. G., & Babin, B. 2017. 

Menjelajahi Riset Pemasaran. Jakarta: 

Penerbit Salemba Empat. 

 

 

How to cite this article: Debi Yolanda Kaban, 

Arlina Nurbaity Lubis, Beby Karina F 

Sembiring. The influence of quality of service 

and hospital image on patient loyalty with 

satisfaction patients as intervening variables 

(case study of Sri Ratu Hospital Medan). 

International Journal of Research and 

Review. 2022; 9(10): 120-130. DOI:  https:// 

doi.org/10.52403/ijrr.20221014 

 

 

****** 


