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PENGARUH KEPUASAN PASIEN DAN RETENSI TERHADAP
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ABSTRAK

Tujuan penelitian ini adalah untuk mengetahui Pengaruh Kepuasan Pasien dan
Retensi Terhadap Loyalitas Melalui Hubungan Pemasaran dan Perilaku Berpindah
Studi kasus pada pasien pengguna layanan BPJS dan Non BPJS Pada Rumah
Sakit Islam Fatimah Cilacap. Metode yang digunakan adalah Purposive
Samplingdengan 90 sampel dengan berbagai kriteria yang ditentukan. Analisis
data menggunakan Structural Equation Modelingdengan pendekatanPartial Least
Square. Hasil penelitian menunjukan Hubungan Pemasaran berpengaruh postif
signifikan terhadap Kepuasan, Loyalitas, dan Perilaku Berpindah. Kepuasan
Pasien berpengaruh tidak signifikan terhadap Loyalitas. Selanjutnya Kepuasan
tidak berpengaruh signifikan terhadap Perilaku Berpindah. Perilaku Berpindah
tidakberpengaruh signifikan terhadap Loyalitas, namun Retensi berpengaruh
positif signifikan terhadap Loyalitas. Perilaku Berpindah tidak dapat memediasi
Hubungan Pemasaran dan Kepuasan terhadap Loyalitas. Dan Kepuasan tidak
dapat memediasi Hubungan Pemasaran terhadap Perilaku Berpindah.Ada
perbedaan Loyalitas antara pasien yang pengobatnya dibiayai BPJS dan Non
BPJS di Rumah Sakit Islam Fatimah Cilacap.

Kata Kunci: Kepuasan, Retensi, Hubungan Pemasaran, Perilaku Berpindah, dan
Loyalitas.
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THE EFFECT OF PATIENT SATISFACTION AND RETENTION
TOWARDS LOYALTY THROUGH MARKETING RELATIONSHIP AND
BEHAVIOR OF TRANSFER IN FATIMAH CILCAP ISLAMIC HOSPITAL

(Case study on BPJS and Non BPJS users)
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ABSTRACT

The purpose of this study was to determine the effect of patient satisfaction and
retention on loyalty through the relationship between marketing and switching
behavior. Case studies on patients using BPJS and Non-BPJS services at the
Islamic Hospital of Fatimah Cilacap. The method used was purposive sampling
with 90 samples with various specified criteria. Data analysis using Structural
Equation Modeling with Partial Least Square approach. The results showed that
the marketing relationship has a significant positive effect on satisfaction, loyalty,
and switching behavior. Patient Satisfaction has no significant effect on Loyalty.
Furthermore, satisfaction does not have a significant effect on switching behavior.
Switching behavior does not have a significant effect on loyalty, but retention has
a significant positive effect on loyalty. Switching Behavior cannot mediate
Marketing Relationships and Satisfaction with Loyalty. And Satisfaction cannot
mediate Marketing Relationship to Switching Behavior. There is a difference in
loyalty between patients whose treatment is funded by BPJS and Non BPJS at the
Islamic Hospital of Fatimah Cilacap.

Keywords : Satisfaction, Retention, Relationship Marketing, Provider Switching,
and Loyalty.
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