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ABSTRAKSI 

 

Penelitian ini memiliki tujuan menganalisis peran patient 

satisfaction sebagai variabel intervening dalam pengaruh service quality dan 

hospital image terhadap patient loyalty studi kasus pada pasien RSUD DR. 

Loekmono Hadi Kudus. Jumlah sampel pada penelitian ini sebanyak 100 

responden dengan metode purposive sampling. Pengumpulan data dilakukan 

dengan penyebaran kuesioner di dalam lingkungan rumah sakit kepada pasien 

rawat jalan. Penelitian ini bersifat deskriptif statistik kemudian dianalisis dan 

diolah menggunakan program SEM-AMOS dengan uji instrumen, uji asumsi 

klasik, serta uji hipotesis. Hasil penelitian ini menunjukkan bahwa service 

quality dan hospital image berpengaruh positif terhadap patient satisfaction. 

Juga didapatkan bahwa service quality, hospital image, dan patient 

satisfaction juga berpengaruh positif terhadap patient loyalty. Artinya semua 

variabel bebas berpengaruh positif terhadap variabel terikat.  

 

Kata Kunci: patient satisfaction, service quality, hospital image, patient 

loyalty 
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ABSTRACT 

 

This study aims to analyze the role of patient satisfaction as an 

intervening variable in the influence of service quality and hospital image on 

patient loyalty in case studies of patients at RSUD DR. Loekmono Hadi 

Kudus. The number of samples in this study were 100 respondents using 

purposive sampling method. Data collection was carried out by distributing 

questionnaires in the hospital environment to outpatients. This research is a 

statistical descriptive research and then analyzed and processed using the 

SEM-AMOS program with instrument testing, classical assumption testing, 

and hypothesis testing. The results of this study indicate that service quality 

and hospital image have a positive effect on patient satisfaction. It was also 

found that service quality, hospital image, and patient satisfaction also had a 

positive effect on patient loyalty. This means that all independent variables 

have a positive effect on the dependent variable. 

 

Keywords: patient satisfaction, service quality, hospital image, patient 
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