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ABSTRAK

Tujuan penelitian ini adalah untuk mengetahui Pengaruh Customer Experience
dan Customer Value Terhadap Loyalitas Pasien dengan Kepuasan Konsumen
sebagai Variabel Intervening Studi pada Pasien BPJS dan Non BPJS Rumah Sakit
Aghisna Medika Kroya. Kuesioner digunakan sebagai alat pengumpulan data.
Sampel dari penelitian ini merupakan pasien BPJS dan Non BPJS Rumah Sakit
Aghisna Medika Kroya. Metode yang digunakan adalah Purposive Sampling
dengan 100 sampel dengan berbagai kriteria yang ditentukan. Analisis data
menggunakan Structural Equation Modeling dengan pendekatan Partial Least
Square. Hasil penelitian menunjukkan Customer Experience berpengaruh positif
signifikan terhadap kepuasan konsumen, namun berpengaruh positif tidak
signifikan terhadap loyalitas pasien. Customer value berpengaruh positif
signifikan terhadap kepuasan konsumen, dan loyalitas pasien. Kepuasan
berpengaruh positif signifikan terhadap loyalitas pasien, namun kepuasan tidak
bisa memediasi hubungan antara customer experience dan customer value
ternadap loyalitas. Ada perbedaan loyalitas antara pasien yang pengobatannya
dibiayai BPJS dan Non BPJS di Rumah Sakit Aghisna Medika Kroya

Kata Kunci: Customer experience, Customer value, Loyalitas, dan Kepuasan.
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THE EFFECT OF CUSTOMER EXPERIENCE AND CUSTOMER VALUE
ON PATIENT LOYALTY WITH CUSTOMER SATISFACTION
AS AN INTERVENING VARIABLES

(Studies on BPJS and Non-BPJS Patients at Aghisna Medika Kroya Hospital)
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Email: asefmanan@gmail.com
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Faculty of Economics and Business
Muhammadiyah University Purwokerto
Email: herni99@gmail.com

ABSTRACT

The purpose of this study was to determine the effect of Customer
Experience and Customer Value on Patient Loyalty with Customer Satisfaction as
an Intervening Variable Funded by BPJS and Non-BPJS Patients at Aghisna
Medika Kroya Hospital. The questionnaire was used as a data collection tool. The
sample of this study were BPJS and Non BPJS patients at Aghisna Medika Kroya
Hospital. The method used was purposive sampling with 100 samples with various
specified criteria. Data analysis using Structural Equation Modeling with Partial
Least Square approach. The results showed that Customer Experience has a
significant positive effect on customer satisfaction, however has no significant
positive effect on patient loyalty. Customer value has a significant positive effect
on customer satisfaction and patient loyalty. Satisfaction has a significant positive
effect on patient loyalty, however satisfaction cannot mediate the relationship
between customer experience and customer value on loyalty. There is a difference
in loyalty between patients whose treatment is funded by BPJS and Non BPJS at
the Aghisna Medika Kroya Hospital.

Keywords: Customer experience, Customer value, Loyalty and Satisfaction.
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