DAFTAR PUSTAKA

Agyapong, A., Afi, J. D., & Kwateng, K. O. (2018). Examining the effect of perceived service
quality of health care delivery in Ghana on behavioral intentions of patients: the mediating
role of customer satisfaction. International Journal of Healthcare Management, 11(4), 276-

288.

Aliman, N. K., & Mohamad, W. (2013). Perceptions of Service Quality and Behavioral Intentions:
A Mediation Effect of Patient Satisfaction in the Private Health Care in Malaysia.

International Journal of Marketing Studies, 5(4).

Aliman, N. K., & Normila, W. (2016). Linking Service Quality, Patients’ Satisfaction and
Behavioral Intentions: An Investigation on Private Healthcare in Malaysia. Procedia -

Social and Behavioral Sciences, 224, 141-148.

Almsalam, S. (2014). The effects of customer expectation and perceived service quality on
customer satisfaction. International Journal of Business and Management Invention, 3(8),

79-84.

Amin, M., & Nasharuddin, S. Z. (2013). Hospital service quality and its effects on patient
satisfaction and behavioral intention. Clinical Governance: An International Journal, 18(3),

238-254.

Barsky, J., & Nash, L. (2002). Evoking emotion: affective keys to hotel loyalty. Cornell Hotel and
Restaurant Administration Quarterly, 43(1), 39-46.

Becker, J.-M., Ringle, C. M., Sarstedt, M., & Vdlckner, F. (2015). How collinearity affects mixture
regression results. Marketing Letters, 26(4), 643-659.

Chin, W. W. (1998). The partial least squares approach to structural equation modeling. Modern
Methods for Business Research, 295(2), 295-336.

Choi, K. S., Cho, W. H., Lee, S., Lee, H., & Kim, C. (2004). The relationships among quality,
value, satisfaction and behavioral intention in health care provider choice: A South Korean

study. Journal of Business Research, 57(8), 913-921.

46



Cohen, J. (1988). Statistical Power Analysis for the Behavioral Sciences: Lawrence Erlbaum

Associates.

Coutinho, E. D., Vieira, P. R. da C., Mattoso, C. L. de Q., Troccoli, I. R., & Renni, M. J. P. (2019).
Influence of service quality and corporate image on the satisfaction of patients with Brazil’s
National Cancer Institute. International Journal of Pharmaceutical and Healthcare

Marketing, 13(4), 447-468.

Damanik, F. A., & Tri Setyawan, A. R. (2022). Pengaruh Kualitas Pelayanan, Kepuasan Dan
Kepercayaan Pasien Terhadap Behavioural Intention Pada Klinik Gigi Dentes Provinsi

DIY. Jurnal Pengabdian dan Kewirausahaan, 6(1).

Fornell, C., & Larcker, D. F. (1981). Evaluating structural equation models with unobservable

variables and measurement error. Journal of Marketing Research, 18(1), 39-50.

Ghaisani Amin, O. L., & Untoro, W. (2019). Patients' Perceptions in Inpatient Service Quality and
its Effect on Patient Loyalty with Patient Satisfaction as Mediation Variable. Sebelas Maret
Business Review, 3(1), 21-29.

Gronroos, C. (1984). A service quality model and its marketing implications. European Journal of

Marketing, 18(4), 836-844.

Hair, J. F., Risher, J. J., Sarstedt, M., & Ringle, C. M. (2018). When to use and how to report the
results of PLS-SEM. Journal of Business Research, 88, 44-53.

Hair, J. F., Risher, J. J., Sarstedt, M., & Ringle, C. M. (2019). When to use and how to report the
results of PLS-SEM. European Business Review, 31(1), 2-24.

Hair, J. F., Sarstedt, M., Ringle, C. M. (2021). Partial Least Squares Structural Equation Modeling.
In Handbook of Market Research (pp. 1-47). Springer.

Hair, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2017). A Primer on Partial Least Squares
Structural Equation Modeling (PLS-SEM). Sage.

Hair, J. F., Ringle, C. M., & Sarstedt, M. (2011). PLS-SEM: indeed a silver bullet. Journal of
Marketing Theory and Practice, 19(2), 139-151.

47



Hair, J. F., Sarstedt, M., Matthews, L., & Ringle, C. M. (2016). Identifying and treating unobserved
heterogeneity with FIMIX-PLS: part I — method. European Business Review, 28(1), 63-
76.

Henseler, J., Ringle, C. M., & Sinkovics, R. R. (2009). The use of partial least squares path
modeling in international marketing. In R. R. Sinkovics & P. N. Ghauri (Eds.), Advances
in International Marketing (pp. 277-320). Emerald.

Heskett, J. L., Jones, T. O., Loveman, G. W., Sasser, W. E., & Schlesinger, L. A. (1994). Putting

the service-profit chain to work. Harvard Business Review, 72(2), 164-174.

Host, V., & Knie-Andersen, M. (2004). Modeling customer satisfaction in mortgage credit
companies. The International Journal of Bank Marketing, 22, 26-42.

Ismail, A., Rose, I. R., Tudin, R., & Mat Dawi, N. (2017). Relationship between Service Quality
and Behavioral Intentions: The Mediating Effect of Customer Satisfaction. Etikonomi,

16(2), 125-144.

ISO 9000 (2015). International Standard: Quality Management Systems — Fundamentals and
Vocabulary (4th ed.). Geneva, Switzerland: ISO.

ISO 9001 (2015). International Standard: Quality Management Systems — Requirements (5th ed.).

Geneva, Switzerland: ISO.

Jaya, I. M. (2014). Analisis harapan dan persepsi pasien rawat inap terhadap pelayanan perawat di

RSCM Jakarta. Jurnal Keperawatan Indonesia, 17(1), 26-35.

Karsana, Wayan, & Murhadi, Werner Ria. (2021). Effect Of Service Quality And Patient
Satisfaction On Behavioral Intention. Journal of Entrepreneurship & Business, 2(1), 25-

36.
Kock, N. (2012). WarpPLS 3.0 User Manual. Script Cf'arp SystemsTM.

Ladhari, R. (2009). Service Quality, Emotional Satisfaction, and Behavioral Intentions: A Study
in the Hotel Industry. Managing Service Quality, 19(4), 308-331.

48



Lai, K. P., Yen, Y. Y., & Choy, C. S. (2021). The effects of service quality and perceived price on
revisit intention of patients: the Malaysian context. International Journal of Quality and

Service Sciences.

Martini Widi, M., Yulianthini, N. N., & Suwendra, I. W. (2016). Analisis Faktor-faktor yang

Mempengaruhi Kepuasan Pasien Rawat Inap. Jurnal Manajemen Indonesia, 4(1).

Mason, C. H., & Perreault, W. D. (1991). Collinearity, power, and interpretation of multiple
regression analysis. Journal of Marketing Research, 28(3), 268-280.

Mosahab, R., Mahamad, O., & Ramayah, T. (2010). Service quality, customer satisfaction and

loyalty: a test of mediation. International Business Research, 3(4), 72-80.

Nguyen, T. L. H., & Nagase, K. (2021). Patient satisfaction and loyalty to the healthcare
organization. International Journal of Pharmaceutical and Healthcare Marketing, 15(4),

496-515.

Okafor, T. H. (2015). Practice of Behaviour Modification by Teachers in Jos Plateau in Nigeria.
Journal of Psychopathology and Behavioral Assessment, 8, 305-316.

Oliver, R. L. (1980). A Cognitive Model of the Antecedents and Consequences of Satisfaction
Decisions. Journal of Marketing Research, 17(4), 460—469.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of service quality

and its implications for future research. The Service Quality Handbook, 1-21.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A multiple-item scale for

measuring consumer perceptions of service quality. Journal of Retailing, 64(1), 12-40.

Pratama, V., & Hartini, S. (2020). The Effect of Perception of Health Care Service Quality on
Patient Satisfaction and Loyalty in Mother and Child Hospital. Jurnal Manajemen Teori

dan Terapan.

Rahman, M. S., Mannan, M., Hossain, M. A., & Zaman, M. H. (2018). Patient’s Behavioral

Intention: Public and Private Hospitals Context.

49



Slatten, T. (2009). The effect of managerial practice on employee-perceived service quality: The

role of emotional satisfaction. Managing Service Quality, 19(4), 431-455.

Suharno, Narso. (2012). Pengaruh Dimensi Reliabilitas, Dimensi Tangibel, dan Dimensi Empati

terhadap Loyalitas Pasien Rawat Jalan di Rumah Sakit MRCCC Siloam Semanggi.

Suliyanto (2018). Metode Penelitian Bisnis untuk Skripsi, Tesis, & Disertasi. Yogyakarta: Andi
Offset.

Suwardi, L., & Kurniawan, S. (2019). Pengaruh Kualitas Pelayanan Terhadap Kepuasan
Emosional dan Niat Perilaku Pelanggan Restoran. Jurnal Bisnis dan Manajemen, 9(1), 1-

14.

Swain, S., & Singh, R. K. (2021). Measuring the impact of perceived service quality on insured

and uninsured patients’ satisfaction. Measuring Business Excellence, 25(3), 346-367.

Tulumang, J. G., Kumalasari, A., & Manganan, F. (2015). Analisis faktor-faktor yang
mempengaruhi kepuasan pasien terhadap pelayanan kesehatan. Jurnal EMBA: Jurnal Riset

Ekonomi, Manajemen, Bisnis dan Akuntansi, 3(4), 826-835.

Zarei, E., Daneshkohan, A., Pouragha, B., Marzban, S., & Arab, M. (2015). An empirical study of
the impact of service quality on patient satisfaction in private hospitals, Iran. Global Journal

of Health Science, 7(1), 1-6.

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The behavioral consequences of service
quality. Journal of Marketing, 60, 31-46.

50



