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Analisis Pengaruh Brand Equity, Offering Equity, dan Relationship Equity
Terhadap Revisit Intention dan Recommendation to Others di Klinik Gigi XYZ
Jakarta

Medysia Novittaga Surya

ABSTRAK

Persaingan pada layanan kesehatan gigi membuat klinik perlu memperhatikan tidak
hanya upaya mendapatkan pasien baru, tetapi juga bagaimana mempertahankan pasien
yang sudah pernah menggunakan layanan. Kemampuan klinik dalam membangun
penilaian yang baik, memberikan layanan yang sesuai dengan kebutuhan pasien, serta
menjaga hubungan dengan pasien menjadi hal yang penting karena dapat berkaitan
dengan keinginan pasien untuk kembali maupun memberikan rekomendasi kepada
orang lain. Penelitian ini bertujuan untuk menganalisis pengaruh Brand Equity,
Offering Equity, dan Relationship Equity terhadap Revisit
Intention dan Recommendation to Others, serta pengaruh Revisit
Intention terhadap Recommendation to Others pada pasien Klinik Gigi XYZ Jakarta.
Penelitian ini menggunakan pendekatan kuantitatif dengan metode survei. Sampel
penelitian terdiri dari 107 responden yang dipilih menggunakan teknik purposive
sampling. Data dikumpulkan melalui kuesioner dengan skala Likert 1-5, kemudian
dianalisis menggunakan metode Partial Least Squares Structural Equation
Modeling (PLS-SEM) dengan SmartPLS 3.

Hasil penelitian menunjukkan bahwa Brand Equity dan Relationship
Equity berpengaruh positif dan signifikan terhadap Revisit Intention. Offering
Equity memiliki arah pengaruh positif, namun pengaruh tersebut tidak signifikan
terhadap Revisit Intention. Recommendation to Others, Offering Equity terbukti
berpengaruh positif dan signifikan, sedangkan Brand Equity dan Relationship
Equity menunjukkan arah pengaruh negatif tetapi tidak signifikan. Hasil penelitian
juga menunjukkan bahwa Revisit Intention berpengaruh positif dan signifikan terhadap
Recommendation to Others serta menjadi hubungan dengan pengaruh paling kuat
dalam model penelitian. Temuan tersebut menunjukkan bahwa ketika pasien memiliki
keinginan untuk kembali menggunakan layanan klinik, kecenderungan untuk
merekomendasikan klinik kepada orang lain juga semakin besar.

Kata kunci: Customer Equity, Brand Equity, Offering Equity, Relationship Equity,
Revisit Intention, Recommendation to Others.
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Analysis of the Effects of Brand Equity, Offering Equity, and Relationship
Equity on Revisit Intention and Recommendation to Others at Dental Clinic XY Z
Jakarta

Medysia Novittaqa Surya

ABSTRACT

Competition in dental healthcare services requires clinics to pay attention not only to
attracting new patients but also to maintaining relationships with patients who have
previously used their services. A positive clinic image, services that meet patients’
needs, and good relationships between patients and healthcare providers may influence
patients’ willingness to return and to recommend the clinic to others. This study aims
to examine the effects of Brand Equity, Offering Equity,and Relationship
Equity on Revisit Intention and Recommendation to Others, as well as the effect
of Revisit Intention on Recommendation to Others among patients of Dental Clinic
XYZ in Jakarta.

This study used a quantitative approach with a survey method. A total of 107
respondents were selected using purposive sampling. Data were collected through a
questionnaire using a five-point Likert scale and analyzed using Partial Least Squares
Structural Equation Modeling (PLS-SEM) with SmartPLS 3.

The findings show that Brand Equity and Relationship Equity have positive and
significant effects on Revisit Intention. In contrast, Offering Equity has a positive but
insignificant effect on Revisit Intention. For Recommendation to Others, Offering
Equity has a positive and significant effect, while Brand Equity and Relationship
Equity have negative but insignificant effects. The results also show that Revisit
Intention has a positive and significant effect on Recommendation to Others and is the
strongest relationship in the research model. This finding indicates that patients who
intend to return to the clinic are more likely to recommend the clinic to others.
Therefore, Dental Clinic XYZ needs to maintain patients’ trust, provide services that
are in line with patients’ needs, and create a positive service experience to encourage
both repeat visits and patient recommendations.

Keywords: Customer Equity, Brand Equity, Offering Equity, Relationship Equity,
Revisit Intention, Recommendation to Others
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