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PENGARUH KUALITAS PELAYANAN, CITRA PERUSAHAAN,
PENGALAMAN PASIEN TERHADAP LOYALITAS MELALUI
KEPUASAN PASIEN MCU RASUNA MEDICAL CENTER

ERA PAMADIA
ABSTRAK

Penelitian ini bertujuan menganalisis pengaruh kualitas pelayanan, citra
perusahaan, dan pengalaman pasien terhadap loyalitas pasien Medical Check Up
(MCU) melalui kepuasan pasien sebagai variabel mediasi di Klinik Rasuna
Medical Center, Jakarta. Penelitian ini dilatarbelakangi oleh fenomena rendahnya
niat kunjungan ulang dan rekomendasi pasien MCU, serta kesenjangan penelitian
mengenai integrasi ketiga variabel anteseden tersebut dalam satu model mediasi.
Model penelitian dibangun berdasarkan integrasi Expectation Confirmation
Theory (ECT) dan Stimulus Organism Response (SOR) Theory. Penelitian
menggunakan pendekatan kuantitatif eksplanatori dengan desain cross-sectional
dan teknik analisis Structural Equation Modeling berbasis Partial Least Squares
(PLS-SEM). Sampel penelitian sebanyak 100 pasien MCU dipilih menggunakan
teknik purposive sampling dan dianalisis menggunakan SmartPLS 4 dengan
prosedur bootstrapping 5.000 subsampel. Hasil penelitian menunjukkan bahwa
kualitas pelayanan dan pengalaman pasien berpengaruh positif signifikan terhadap
kepuasan pasien, sedangkan citra perusahaan tidak berpengaruh signifikan.
Kepuasan pasien berpengaruh positif signifikan terhadap loyalitas pasien dan
menjadi satu-satunya prediktor langsung loyalitas yang signifikan, sementara
ketiga variabel independen tidak berpengaruh langsung terhadap loyalitas. Uji
mediasi menunjukkan pola full mediation pada jalur kualitas pelayanan dan
pengalaman pasien terhadap loyalitas melalui kepuasan, sedangkan mediasi citra
perusahaan tidak terbukti signifikan. Model penelitian menjelaskan 57,8% variasi
kepuasan pasien dan 59,8% variasi loyalitas pasien. Temuan ini mengindikasikan
bahwa pada layanan preventif berfrekuensi rendah, kepuasan pasien merupakan
syarat mutlak (necessary condition) sebelum loyalitas terbentuk. Penelitian ini
merekomendasikan Klinik Rasuna Medical Center memperkuat sistem
pemantauan kepuasan pasien sebagai instrumen kendali mutu guna meningkatkan
loyalitas pasien MCU secara berkelanjutan.

Kata Kunci: Citra Perusahaan, Kepuasan Pasien, Kualitas Pelayanan, Loyalitas
Pasien, Medical Check Up, Pengalaman Pasien
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THE EFFECT OF SERVICE QUALITY, CORPORATE IMAGE, AND
PATIENT EXPERIENCE ON PATIENT LOYALTY THROUGH PATIENT
SATISFACTION AMONG PATIENTS UNDERGOING MEDICAL
CHECK-UPS AT RASUNA MEDICAL CENTER

ERA PAMADIA
ABSTRACT

This study analyzes the effect of service quality, corporate image, and patient
experience on patient loyalty in Medical Check Up (MCU) services through
patient satisfaction as a mediating variable at Klinik Rasuna Medical Center,
Jakarta. It is motivated by low revisit and recommendation intentions among
MCU patients and a research gap regarding the integration of these three
antecedents within a single mediation model. The research model integrates
Expectation Confirmation Theory (ECT) and Stimulus Organism Response (SOR)
Theory. A quantitative explanatory approach with a cross-sectional design was
used, applying Partial Least Squares Structural Equation Modeling (PLS-SEM). A
sample of 100 MCU patients was selected through purposive sampling and
analyzed using SmartPLS 4 with bootstrapping of 5,000 subsamples. Results
show that service quality and patient experience have a significant positive effect
on patient satisfaction, whereas corporate image has no significant effect. Patient
satisfaction significantly and positively affects patient loyalty and is the only
significant direct predictor of loyalty, while none of the three independent
variables directly affects loyalty. Mediation testing reveals full mediation for the
effects of service quality and patient experience on loyalty through satisfaction,
while corporate image's mediating role is not supported. The model explains
57.8% of the variance in patient satisfaction and 59.8% in patient loyalty. These
findings indicate that in low-frequency preventive healthcare services, patient
satisfaction is a necessary condition for loyalty formation. This study recommends
that Klinik Rasuna Medical Center strengthen its patient satisfaction monitoring
system as a quality-control instrument to sustainably improve MCU patient
loyalty.

Keywords: Corporate Image; Medical Check Up; Patient Experience; Patient
Loyalty; Patient Satisfaction; Service Quality
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