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ABSTRACT

THE INFLUENCE OF SERVICE QUALITY TO PATIENT LOYALTY AT
OUTPATIENT SERVICES IN PKU MUHAMMADIYAH BANTUL
GENERAL HOSPITAL

Heryu Prima
Master Program of Hospital Management, Muhammadiyah University of Yogyakarta

Background: PKU Muhammadiyah Bantul General Hospital is a type C private
hospital that is growing in Bantul and is facing competition from other healthcare
providers to maintain patient loyalty. In 2009, the retention rate of outpatients was
69.8% and decreased by 0.3% compared with 2008, therefore to maintain the loyalty
of outpatients by improving the service quality is a must for this hospital.

Objective: To know the influence of the services quality, consist of technical
competence, access to services, effectiveness, efficiency, continuity, safety,
interpersonal relations, and amenities to patient loyalty toward outpatient service of
PKU Muhammadiyah Bantul Genertal Hospital.

Methods: The study was quantitative research with cross sectional design. The study
was conducted on 5 to 23 September 2010 at PKU Muhammadiyah Bantul General
Hospital. The population of this research were outpatients which utilized the hospital
clinics at least twice or more. Number of sample was 100 respondents. The sampling
design used was purposive sampling Type of sampling was quota sampling.
Analysis of data used descriptive statistics and inferential statistics with multiple
linear regression.

Results: The research result showed dimensions of jointly service quality influenced
patient loyalty (Sig. 0.000 < 0.05). Dimensions of technical competence (Sig. 0,913 >
0,05), effectiveness (0,994 > 0,05), efficiency (0,462 > 0,05), continuity (Sig. 0,129 >
0,05), safety (Sig. 0,376 > 0,05), interpersonal relations (Sig. 0,547 > 0,05), and
amenities (Sig. 0,543 > 0,05) did not influence patiet loyalty, while dimension of
access to service influenced patient loyalty (Sig. 0.000 <0.05).

Conclusion: Dimensions of jointly service quality influence patient loyalty in
Outpatient Service of PKU Muhammadiyah Bantul General Hospital. Dimensions of
technical competence, effectiveness, efficiency, continuity, safety, interpersomal
relations, and amenities do not influence patiet loyalty, while dimension of access to
service influences natient Invaltv in Ontnatient Qervira nf PRTT Muhammadivah Rants]
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INTISARI

PENGARUH KUALITAS PELAYANAN TERHADAP LOYALITAS PASIEN
PADA PELAYANAN RAWAT JALAN RUMAH SAKIT UMUM
PKU MUHAMMADIYAH BANTUL

Heryu Prinmi
Magister Manajemen Rumah Sakit, Universitas Muhammadiyah Yogyakarta

Latair Bélakang: Rumah Sakit Umim (RSU) PKU Mithammadiyah Bantul adalah
sebuah rumah sakit swasta tipe C yang sedang berkembang di Bantul dan sedang
menghadapi persaingan dengan penyedia pelayanan kesehatan lain untuk
mempertahankan loyalitas pasien. Pada tahun 2009, tingkat retensi pasien rawat
jalan adalah 69,8% dan menurun 0,3% dibandingkan dengan tahun 2008, oleh karena
itu Pihak RSU PKU Muhammadiyah Bantul harus menjaga loyalitas pasien rawat
jalan dengan meningkatkan kualitas pelayanan.

Tujuan penclitian: Mengetahui pengaruh kualitas pelayanan yang terdiri dari
technical competence, access to service, effectiveness, efficiency, continuity, safety,
interpersonal relations, dan amenities terhadap loyalitas pasien pada pelayanan
rawat _]alan RSU PKU Muhammadiyah Bantul

sectional. Penelitian dilakukan pada tanggal 5 — 23 September 2010 di RSU PKU
Muhammadiyah Bantul. Populasi adalah seluruh pasien yang pernah menggunakan
pelayanan rawat jalan sebanyak dua kali atau lebih di Rumah Sakit Umum PKU
Muhammadiyah Bantul. Besar sampel yang didapat sebanyak 100 orang. Desain
penipambilaii sanipel adalah purposive sampling. Tipe pepgambilan sampel dengan
quota sampling. Analisis data dengan analisis statistik deskriptif dan statistik
inferensial dengan regresi linear berganda.

Hasil: Hasil penelitian menunjukkan bahwa dimensi kualitas pelayanan secara
bersama = sama mempengaruhi loyalitas pasien (Sig. 0,000 < 0,05). Dimensi
technical competence (Sig. 0,913 > 0,05), effectiveness (0,994 > 0,05), efficiency (0,462
> 0,05), continuity (Sig. 0,129 > 0,05), safety (Sig. 0,376 > 0,05), interpersonal
relations {(Sig. 0,547 > 0,05), dan amenities (Sig. 0,543 > 0,05) tidak mempengaruhi
loyalitas pasien, sedangkan dimensi access o service mempengaruhi loyalitas pasien (Sig:
0,000 < 0,05).

Kesimpulan: Dimensi kualitas pelayanan secara bersama — sama mempengaruhi
loyalitas pasien pada pelayanan rawat jalan RSU PKU Muhammadiyah Bantuf.
Dimensi technical competence, effectiveness, efficiency, continuily, safety,
interpersonal relations, dan amenities tidak mempengaruhi loyalitas pasien,
sedangkan dimeisi access fo service mémpengaruhi loyalitas pasién pada pelayanan
rawat jalan RSU PKU Mubhammadiyah Bantul.
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