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PENGARUH KUALITAS PELAYANAN TERHADAP KEPUASAN DAN BEHAVIORAL
INTENTION PADA UNIT RAWAT JALAN DI PRIMAYA HOSPITAL SEMARANG

Novi Tri Lesmono
Fakultas Ekonomi Universitas Bakrie

ABSTRAK

Penelitian ini bertujuan untuk mengidentifikasi pengaruh kualitas pelayanan terhadap behavioral
intention melalui efek mediasi kepuasan pelanggan. Sebuah kuesioner dikembangkan untuk pasien
rawat jalan di Rumah Sakit Primaya Semarang. Total 150 kuesioner valid berhasil dikumpulkan
dari responden yang dituju. Model Partial Least Square (PLS) digunakan untuk menguji hipotesis-
hipotesis yang diajukan. Berdasarkan data kuantitatif yang diperoleh dari kuesioner valid yang
dikembalikan, berkas-berkas dibuat dan analisis statistik dilakukan dengan bantuan perangkat
lunak statistik komputerisasi. Temuan menunjukkan bahwa kualitas pelayanan berdampak positif
terhadap kepuasan dan behavioral intention. Dari analisis PLS, ditemukan hubungan signifikan
antara kualitas pelayanan, kepuasan, dan behavioral intention. Studi ini memberikan wawasan
berharga mengenai faktor-faktor yang mempengaruhi kepuasan pasien rawat jalan dan behavioral
intention di Rumah Sakit Primaya Semarang, yang dapat menjadi informasi berharga bagi
manajemen rumah sakit dalam meningkatkan kualitas layanan mereka. Berdasarkan landasan studi
sebelumnya, penelitian ini juga menyoroti peran kepuasan dan dampaknya terhadap behavioral
intention.

Kata kunci: Kualitas Pelayanan, Kepuasan Pelanggan, Behavioral Intention, Unit Rawat Jalan,
Primaya Hospital Semarang
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THE EFFECT OF SERVICE QUALITY ON SATISFACTION AND BEHAVIORAL
INTENTION IN THE OUTPATIENT UNIT AT PRIMAYA HOSPITAL SEMARANG

Novi Tri Lesmono
Fakultas Ekonomi Universitas Bakrie

ABSTRACT

This study aims to identify the effect of service quality on behavioral intention through the
mediating effects of customer satisfaction. A questionnaire was developed for outpatients of
Primaya Hospital Semarang. In total, 150 valid questionnaires were collected from the target
respondents. Partial Least Square (PLS) modeling was used to test the proposed hypotheses. Based
on the quantitative data obtained from the returned valid questionnaires, files were created and
statistical analyzes were conducted by the computerized statistical software. The findings show
the service quality has positive impact on satisfaction and behavioral intention. From the PLS
analysis, a significant relationship was found between service quality, satisfaction, and behavioral
intention. This study provides valuable insights into the factors influencing outpatient satisfaction
and behavioral intentions at Primaya Hospital Semarang, which could be valuable information for
the hospital management in enhancing their service quality. Building on the foundations of
previous studies, this research also highlights the role of satisfaction and the impact on behavioral
intention.

Kata kunci: Service Quality, Customer Satisfaction, Behavioral Intention, Outpatient Unit,
Primaya Hospital Semarang
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