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INTISARI

Penelitian ini bertujuan untuk mengetahui seberapa besar pengaruh
kualitas layanan, risiko persepsian, dan harapan konsumen terhadap tingkat
kepuasan pasien yang dimediasi oleh nilai persepsian.

Metode pengambilan sampel yang digunakan dalam penelitian ini adalah
nonprobability sampling, dan nonprobability sampling yang digunakannya adalah
purposive sampling. Responden dalam penelitian ini sebanyak 192 orang pasien
Asri Medical Center Yogyakarta. Penelitian ini menggunakan Structural Equation
Modeling (SEM) yang dijalankan melalu program AMOS 21 sebagai alat
analisisnya.

Hasil penelitian ini membuktikan bahwa kualitas layanan mempunyai
pengaruh positif dan signifikan terhadap nilai persepsian. Selanjutnya risiko
persepsian mempunyai pengaruh negatif terhadap nilai persepsian, dan nilai
persepsian mempunyai pengaruh positif terhadap kepuasan konsumen.

Kata Kunci: Kualitas Layanan, Risiko Persepsian, Harapan Konsumen
Nilai Persepsian, Kepuasan Konsumen
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ABSTRACT

This research aimed at finding how much the influence of service quality,

perceived risk and consumer expectation were, towards consumer satisfaction

level mediated by perceived value.

The sample collecting method conducted in this research was

nonprobability sampling, and the nonprobability sampling used was purposive

sampling. The respondents in the study were 192 patients of Asri Medical Center

of Yogyakarta. ther research also used Structural Equation Modelling (SEM)

conducted throught AMOS 21.0 program as the analysis tool.

The result of the research showed that the service quality had positive

and significant influence towards the perceived value. Then, the perceived risk

had negative influence towards the perceived value, and the perceived value had

positive influence towards the consumer satisfaction.

Keywoeds: service quality, perceived risk, customer expectation

customer satisfaction, and perceived value.
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