DAFTAR PUSTAKA

Adamu, H. and Oche, M. (2013), “Determinants of patient waiting time in the
general outpatient department of a tertiary health institution in North Western
Nigeria”, Annals of Medical and Health Sciences Research, Vol. 3 No. 4, p.
588.

Afif, LLF. (2017), Analisis Lama Waktu Tunggu Pelayanan Pasien Unit Rawat Jalan
Di RSUD Adnaan WD Payakumbuh Tahun 2017, Universitas Andalas.

Al-Harajin, R.S., Al-Subaie, S.A. and Elzubair, A.G. (2019), “The association
between waiting time and patient satisfaction in outpatient clinics: Findings
from a tertiary care hespital in Saudi Arabia”, Journal of Family and
Community Medicine;Mol."26 No. 1, pp. 17-22.

Aldoobie, N. (2015), “ADDIE Model Nada”, American International Journal of
Contemporary Research ADDIE, Vol. 5 No. 6, pp. 68-72.

Alexandra, S., Handayani, P.W. and Azzahro, F. (2021), “Indonesian hospital
telemedicine acceptance model: the influence of user behavior and
technological dimensions”, Heliyon, Vol. 7 No. 12, available
at:https://doi.org/10.1016/j.heliyon.2021.e08599.

Almomen, R.K., Kaufman, D.,,Alotaibi, H., Al-Rowais, N.A., Albeik, M. and
Albattal, S.M. (2016), *Applying the ADDIE—Analysis, Design,
Development, Implementation and Evaluation—Instructional Design Model
to Continuing Professional Development for Primary Care Physicians in Saudi
Arabia”, International Journal of Clinical Medicine, VVol. 07 No. 08, pp. 538—
546.

Andersen, B., Fagerhaug, T. and Beltz, M. (2010), Root Cause Analysis and
Improvement in the Healthcare Sector : A Step-By-Step Guide., Milwaukee,
available at:
https://ebookcentral.proquest.com/lib/warw/detail action?doclD=3002605.

Arthur, J. (2011), Lean Six Sigma for Hospitals, Mc Graw Hill, New York.

Asadi-Lari, M., Tamburini, M. and Gray, D. (2004), “Patients’ needs, satisfaction,
and health related quality of life: Towards a comprehensive model”, Health
and Quality of Life Outcomes, Vol. 2, pp. 1-15.

Ash Maurya. (2012), Running Lean 2 Edition, 2nd Editio., O’Reilly Media,
Sebastopol.

Astiena, A.K. (2015), Manajemen Sumber Daya Manusia Kesehatan, Vol. 4,
Andalas University Press, Padang.

Astiena, A.K., Lipoeto, N.I., Srimayarti, B.N., Wahyuni, A. and Azmi, F. (2018),
Laporan Survey Standar Pelayanan Minimum Waktu Tunggu Dan Kepuasan
Pelanggan RSUD Tahun 2018, Computers and Industrial Engineering,
Padang, available at: http://ieeeauthorcenter.ieee.org/wp-



content/uploads/IEEE-Reference-
Guide.pdf%O0Ahttp://wwwlib.murdoch.edu.au/find/citation/ieee.html%0Ahtt
ps://doi.org/10.1016/j.cie.2019.07.022%0Anhttps://github.com/ethereum/wiki/
wiki/White-Paper%0Ahttps://tore.tuhh.de/hand.

Astiena, A.K,, Lipoeto, N.I., Surya, M.A., Andima, D.E.P. and Azmi, F. (2019),
Laporan Survey Standar Pelayanan Minimum Waktu Tunggu Dan Kepuasan
Pelanggan, Kerjasama RSUD Rasidin Dan Universitas Andalas, Padang.

Aziati, A.H.N. and Hamdan, N.S.N.S.B. (2018), “Application of queuing theory
model and simulation to patient flow at the outpatient department”,
Proceedings of the International Conference on Industrial Engineering and
Operations Management, VVol. 2018-March No. January, pp. 3016-3028.

Baharuddin, M., Lefrandt, R. and Santosa, F. (2017), “Tinjauan Etik Regulasi Jam
Kerja Dokter di Indonesia”, Jurnal Etika Kedokteran Indonesia, Vol. 1 No. 1,
p. 25. UNLV = *ZALA

Baptista, J., Stein, M.K., Klein, S., Watson-Manheim, M.B. and Lee, J. (2020),
“Digital work and organisational transformation: Emergent Digital/Human
work configurations in modern organisations”, Journal of Strategic
Information  Systems, Elsevier B.V., Vol. 29 No. 2, available
at:https://doi.org/10.1016/j.jsis.2020.101618.

Barnes, C., Blake, H. and David Pinder. (2009), Creating & Delivering Your Value
Proposition; Managing Customer Experience for Profit, Replika Press,
Philadelphia.

Bawono, A. (2016), “Penerapan Aspek Spiritualitas-Religiusitas Dalam Keputusan
Berobat Di Rumah Sakit Islam”, Inferensi, Vol. 5 No. 1, p. 19.

Beaulieu, M. and Bentahar, O. (2021), “Digitalization of the healthcare supply
chain: A roadmap to generate benefits and effectively support healthcare
delivery”, Technological Forecasting and Social Change, Elsevier Inc., Vol.
167 No. March 2020, p. 120717.

Ben-Tovim, D.l., Bassham, J.E;; Bolch, D., Martin, M.A., Dougherty, M. and
Szwarcbord, M. (2007), “Lean Thinking Across a Hospital: Redesigning Care
at the Flinders Medical Centre.”, Australian Health Review : A Publication of
the Australian Hospital Association, Vol. 31 No. 1, pp. 10-15.

Berwick, D.M. and Hackbarth, A.D. (2012), “Eliminating waste in US health care”,
JAMA - Journal of the American Medical Association, Vol. 307 No. 14, pp.
1513-1516.

Bhattacharya, J., Hyde, T. and Tu, P. (2014), Health Economics, Palgrave
Macmillan, Hampshire.

Binus University School of Information System. (2014), “Diagram Swimlane”,
School of Information System.

BPJS Kesehatan. (2015), “Buku Panduang Praktis Pelayanan Kesehatan”, available
at: https://bpjs-kesehatan.go.id/bpjs/index.php/arsip/detail/46.



BPJS Kesehatan. (2016), “Ringkasan Eksekutif Laporan Pengelolaan Program dan
Laporan Keuangan Jaminan Kesehatan Nasional”, available at: https://bpjs-
kesehatan.go.id/bpjs/arsip/categories/MzA?keyword=&per_page=10.

BPJS Kesehatan. (2019), “Jumlah Peserta BPJS”, available at: https://bpjs-
kesehatan.go.id/bpjs/searching?cx=003799789951844657258%3Agm9ldb5I
92c&cof=FORID%3A11&q=jumlah+peserta+bpjs+2019.

Bustami. (2011), Penjaminan Mutu Pelayanan Kesehatan & Akseptabilitasnya,
Erlangga.

Bustani, N.M., Rattu, A.J. and Saerang, J.S.M. (2015), “Analisis Lama Waktu
Tunggu Pelayanan Pasien Rawat Jalan Di Balai Kesehatan Mata Masyarakat
Propinsi Sulawesi Utara”, Jurnal E-Biomedik, Vol. 3 No. 3, available
at:https://doi.org/10.35790/ebm.3.3.2015.10456.

Chanias, S., Myers; M.D..and Hess, T.:%(2019),!“Digital transformation strategy
making in pre-digital organizations: The case of a financial services provider”,
Journal of Strategic Information Systems, Elsevier, Vol. 28 No. 1, pp. 17-33.

Chen, B.L., Li, E.D., Yamawuchi, K., Kato, K., Naganawa, S. and Miao, W.J.
(2010), “Impact of adjustment measures on reducing outpatient waiting time
in a community hospital: Application of a computer simulation”, Chinese
Medical Journal, VVol. 123 No. 5, pp. 574-580.

Chronéer, D. and Wallstrom, P. (2016), “Exploring Waste and Value in a Lean
Context”, International Journal of Business and Management, VVol. 11 No. 10,
p. 282.

Ciampi, F., Faraoni, M., Ballerini, J. and Meli, F. (2022), “The co-evolutionary
relationship between digitalization and organizational agility: Ongoing
debates, theoretical developments and future research perspectives”,
Technological Forecasting and Social Change, Vol. 176, p. 121383.

Cifone, F.D., Hoberg, K., Holweg, M. and Staudacher, A.P. (2021), “‘Lean 4.0’:
How can digital technologies support lean practices?”, International Journal
of Production-Economics, Elsevier B.V.; Vol. 241:No: June 2020, p. 108258.

Creative Safety Supply. (2018), “What is QCDSM?”, available at:
https://www.creativesafetysupply.com/articles/what-is-
qcdsm/#:~:text=QCDSM is an acronym%2C which,Delivery%2C Safety%2C
and Morale.

Dahlan, M. (2010), Besar Sampel Dan Cara Pengambilan Sampel Dalam
Penelitian Kedokteran Dan Kesehatan, Salemba Medika, Jakata.

Dattalo, P. (2008), Determining Sample Size; Balancing Power, Pecision, and
Practicality, Oxford University Press, Oxford.

Dewi, S., Machmud, R. and Lestari, Y. (2020), “Analisis Waktu Tunggu Rawat
Jalan di Rumah Sakit Umum Daerah Dr Achmad Darwis Suliki Tahun 2019,
Jurnal Kesehatan Andalas, VVol. 8 No. 4, pp. 175-184.

Dixon, C.A., Punguyire, D., Mahabee-Gittens, M., Ho, M. and Lindsell, C.J.



(2015), “Patient flow analysis in resource-limited settings: A practical tutorial
and case study”, Global Health Science and Practice, VVol. 3 No. 1, pp. 126—
134.

Durao, N., Ferreira, M.J., Pereira, C.S. and Moreira, F. (2019), “Current and future
state of Portuguese organizations towards digital transformation”, Procedia
Computer Science, Vol. 164, Elsevier B.V., pp. 25-32.

Ernawati, E., Pertiwiwati, E. and Setiawan, H. (2018), “Waktu Tunggu Pelayanan
Rawat Jalan Dengan Tingkat Kepuasan Pasien”, Nerspedia, Vol. 1 No. April,
pp. 1-10.

Furfari, K. (2010), The Lean Hospital : What Does It Mean ?, University of
Colorado Hospital.

Gaspersz, V. (2019), Pusdiklat Lean Six Sigma Untuk Menciptakan Manusia Lean
Six Sigma Dalam Mengelola’ Industrr 4.0\Dan Society-5.0, - Vinchristo Bros
Publication, Bogor.

Gaspersz, V. (2022a), Lean Enterprise Business System, Vinscent Foundation,
Bogor.

Gaspersz, V. (2022b), “Transformasi Manajemen Lean Menggunakan Model
Penghargaan Singo”, Vinchristo Bros Publication, Bogor.

Gill, L. and White, L. (2009), “A critical review of patient satisfaction”, Leadership
in Health Services, Vol. 22 No. 1, pp. 8-19.

Goleansixsigma.com. (2022), “No Title”.

Graban, M. (2011), Lean Hospital; Improving Quality, Patient Safety, and
Employee Engagement, Third., CRC Press, Boca Raton.

Graphic Products. (2019), “The Eight Steps to The QCDSM Process.”, available at:
https://www.graphicproducts.com/articles/the-eight-steps-to-the-qcdsm-
process.

Grunden, N. and Hagood, C. (2012), Lean-Led Hospital Design, Lean-Led Hospital
Design, available at:https://doi.org/10.1201/b11766.

Grunder, N. (2008), The Pittsburgh Way to Effocient Healthcare, Healthcare
Perfomance Press, United States of America.

Hanif, R.Y., Rukmi, H.S. and Susanty, S. (2015), “Perbaikan Kualitas Produk
Keraton Luxury di PT.X dengan Menggunakan Metode Failure Mode and
Effect Analysis (FMEA) dan Fault Tree Analysis (FTA)”, Jurnal Online
Institut Teknologi Nasional Juli, Vol. 03 No. 03, pp. 137-147.

Hardisman. (2020), Analisis Data Penelitian Kualitatif, Raja Grafindo Persada,
Depok.

Hemmati, F., Mahmoudi, G., Dabbaghi, F., Fatehi, F. and Rezazadeh, E. (2018),
“The factors affecting the waiting time of outpatients in the emergency unit of
selected teaching hospitals of tehran”, Electronic Journal of General



Medicine, Modestum Ltd., Vol. 15 No. 4, available
at:https://doi.org/10.29333/ejgm/93135.

Hoellthaler, G., Meister, F., Braunreuther, S. and Reinhart, G. (2020), “Function
framework for describing digital technologies in the context of lean
production”, Procedia CIRP, Elsevier B.V., Vol. 88, pp. 167-172.

Husnayain, I. and Mawardi, M.K. (2018), “Implementasi Lean Canvas pada Startup
dalam Menghadapi Persaingan (Studi Pada Startup Talangin)”, Jurnal
Administrasi Bisnis, Vol. 55 No. 2, available at:
http://administrasibisnis.studentjournal.ub.ac.id/index.php/jab/article/view/22
68.

Institute of Medicine. (2001), Shaping the Future; Crossing the Quality Chasm: A
New Health System for the 21th Century, Institute of Medicine, National
Academies Press, available’at;https://doi.org/10.17226/10027.

Irmagita, A. and Septorini, Y. (2022), “Indonesian Dentists * Perception of the Use
of Teledentistry”, International Dental Journal, Elsevier Inc., VVol. 0, pp. 1-8.

Iswanto, A.H. (2017), Problem Solving for Better & Faster Hospital, Using LEAN
Concept, Tools and Methodology, LAP Lambert Academic Publishing, Jakata.

Iswanto, A.H. (2019), Lean Implementation in Hospital Departments, Routledge
Taylor & Francis Group, Routledge Taylor & Francis Group, New York.

Iswanto, A.H. (2021a), The Lean Enterprise Tools for Developing Leadership in a
Lean Culture, Routledge Taylor & Francis Group, Boca Raton.

Iswanto, A.H. (2021b), Organizational Change Through Lean Methodologies. A
Guide for Succesful Implementation, Routledge Taylor & Francis Group, Boca
Raton.

Jackson, T.L. (2013), Mapping Clinical Value Streams, Taylor &Francis Group,
LLC, CRC Press, Boca Raton, available at:https://doi.org/10.1201/b149109.

Jackson, T.L. (2017), Just-in-Time for Healthcare, Just-in-Time for Healthcare,
available at:https://doi.org/10.1201/9781315157085.

Jing, S., Feng, Y. and Yan, J. (2021), “Path selection of lean digitalization for
traditional manufacturing industry under heterogeneous competitive position”,
Computers and Industrial Engineering, Elsevier Ltd, VVol. 161 No. December
2020, p. 107631.

Johnson, W.L. and Rosenfeld, L.S. (1968), Factors Affecting Waiting Time in
Ambulatory Care Services.

Kementerian Kesehatan. (2008), Keputusan Menteri Kesehatan Republik Indonesia
No 129/Menkes/SK/11/2008 Tentang Standar Pelayanan Minimum Rumah
Sakit, Jakarta.

Kementerian Kesehatan. (2009), Undang-Undang Republik Indonesia Nomor 36
Tahun 2009 Tentang Kesehatan.



Kementerian Kesehatan. (2016), Peraturan Menteri Kesehatan Republik Indonesia
Nomor 24 Tahun 2016 Tentang Persyaratan Teknis Bangunan dan Prasarana
Rumah Sakit, Kementerian Kesehatan Republik Indonesia, Jakarta.

Khainuddin, Kusmanto, H. and Isnaini. (2020), “Analisis Kualitas Pelayanan
Publik Rawat Inap Pada Badan Layanan Umum Rumah Sakit Umum Daerah
Kota Subulussalam Analysis”, Vol. 1 No. 1, pp. 22-31.

Komisi Akreditasi Rumah Sakit. (2018), “Standar Nasional Akreditasi Rumah
Sakit.”, Komisi Akreditasi Rumah Sakit, available at:
http://web90.opencloud.dssdi.ugm.ac.id/wp-
content/uploads/sites/644/2018/05/SNARS-Edisi-1.pdf.

Kotler, P. and Keller, K.L. (2012), Marketing Management, Essentials of
Management for Healthcare Professionals, Prentice Hall, New Jersey,
available at:https://doi.org/:1’0..4324/977813150‘99200-17.

L. Richter, J.. (1945), “The Effect of Health Insurance .on The Demand fo Health
Services”, Vol. 52 No. April, pp. 415-416.

Laeliyah, N. and Subekti, H. (2017), Waktu Tunggu Pelayanan Rawat Jalan
Dengan Kepuasan Pasien Terhadap Pelayanan Di Rawat Jalan RSUD
Kabupaten Indramayu, Vol. 1.

Lambert, M.H., Anindita, R. and Nugroho, C.P. (2018), “Satisfaction Analysis of
Rose Cultivators Towards [Insecticide X (Case Study At Gunungsari Village,
Bumiaji District, Batu City)”’, Agricultural Social Economic Journal, Vol. 18
No. 2, pp. 55-60.

Lester, R. (2017), “What is Lead Time, why Is it importent, and how do you reduce
it?”, Linked In.

Lewis, A.K., Harding, K.E., Snowdon, D.A. and Taylor, N.F. (2018), “Reducing
wait time from referral to first visit for community outpatient services may

contribute to better health outcomes: A systematic review”, BMC Health
Services Research, BMC Health Services Research, Vol. 18 No. 1, pp. 1-14.

Li, H., Wu, Y., Cao, D. and Wang, Y. (2021), “Organizational mindfulness towards
digital transformation as a prerequisite of information processing capability to
achieve market agility”, Journal of Business Research, Elsevier Inc., Vol. 122,
pp. 700-712.

Lorenz, R., Buess, P., Macuvele, J., Friedli, T. and Netland, T.H. (2019), Lean and
Digitalization—Contradictions or Complements?, IFIP Advances in
Information and Communication Technology, Vol. 566, Springer International
Publishing, available at:https://doi.org/10.1007/978-3-030-30000-5_10.

Malik, N. and Belwal, O.K. (2016), “Application of Queuing Theory to Patient
Satisfaction at Combined Hospital, Srinagar Garhwal Uttarakhand”,
International Journal of Science and Research (I1JSR), Vol. 5 No. 4, pp. 1621-
1624.

Martin, JW. (2008), Operational Excellence Using Lean Six Sigma, Taylor



&Francis Group, LLC, Taylor & Francis, Boca Raton.

Martinez-Caro, E., Cegarra-Navarro, J.G. and Alfonso-Ruiz, F.J. (2020), “Digital
technologies and firm performance: The role of digital organisational culture”,
Technological Forecasting and Social Change, Elsevier, Vol. 154 No. June
2019, p. 119962.

Mas, J.M. and Gomez, A. (2021), “Social partners in the digital ecosystem: WWill
business organizations, trade unions and government organizations survive the
digital revolution?”, Technological Forecasting and Social Change, Elsevier
Inc., Vol. 162, available at:https://doi.org/10.1016/j.techfore.2020.120349.

Mehandiratta, R. (2011), “Applications of Queuing Theory in Health Care”,
International Journal of Computing and Business Research, Vol. 2 No. 2.

Merriam-Webster Dictionary. (2022), “Merriam-Webster Dictionary, n.d”.

Mohapatra, B., Tripathy, S., Singhal, D. and Saha, R.(2021), “Significance of
digital technology in manufacturing sectors: Examination of key factors during
Covid-19”, Research in Transportation Economics, Elsevier Ltd, No. August
2020, p. 101134.

Ndukwe, H., Tayo, F. and Sariem, C. (2011), “Factors Influencing Waiting Time in
Outpatient Pharmacy of Lagos University Teaching Hospital”, No. October.

Ngussa, B.M. (2014), “Application of ADDIE Model in instruction in teaching-
learning transaction among teachers of Mara Conference Adventist secondary
school, Tanzania”, Journal of Education and Practice, VVol. 5 No. 25, pp. 99—
105.

Omachonu, V.K. (2019), Healthcare Value Proposition, Healthcare Value
Proposition, A Productivity Press Book, New York, available
at:https://doi.org/10.4324/9781351014199.

Osterwalder, A., Pigneur, Y., Smith, A. and Movement, T. (2010), You re Holding
a Handbook for Visionaries, Game Changers, and Challengers Striving to
Defy Outmoded Business Models-and Design’ Tomorrow-s Enterprises. It’s a
Book for the . . . Written By, John Wiley & Sons, Canada.

Panneman, T. (2019), “Sustainable 5S - How to Use the lean Starting Tool Tool to
Improve Flow, Productivity and Employee Satisfaction”, Muda Masters.

Permenpan-RB. (2017), Peraturan Menteri Pendayagunaan Aparatur Negara dan
Reformasi Birokrasi Republik Indonesia Nomor 14 Tahun 2017 Tentang
Pedoman Penyusunan Survei Kepuasan Masyarakat Unit Penyelenggara
Pelayanan Publik, Kementerian Pendayagunaan Negara Dan Reformasi
Birokrasi, Jakarta, available at:https://doi.org/10.1016/0014-4827(75)90518-
2.

Pono, M. (2018), “Analisis Kinerja Sistem Antrian Dalam Mengoptimalkan
Pelayanan Pasien Rawat Jalan Di Rsud Haji Makassar”, JBMI (Jurnal Bisnis,
Manajemen, Dan Informatika), VVol. 14 No. 3, pp. 228-238.

Press, 1. (2005), Patient Satisfaction, Understanding and Managing The Experience



of Care, Second Edition, Health Administration Press, Chicago.

Pualamsyah, J.C. and Sudiro, S. (2017), “Identifikasi Waste pada Waktu Tunggu
Pasien Rumah Sakit Nasional Diponegoro dengan Pendekatan Lean Hospital”,
Jurnal Manajemen Kesehatan Indonesia, Vol. 5 No. 2, pp. 94-103.

Rahayu, S. (2016), “Analisis Kualitas Pelayanan Bpjs Dan Kualitas Pelayanan
Rumah Sakit Terhadap Kepuasan Konsumen Di Rumah Sakit Natar Medika
Natar Lampung Selatan”, Jurnal ARSI, VVol. 02 No. 02, pp. 1689-1699.

Rensiner, R., Azwar, V.Y. and Putra, A.S. (2018), “Analisis Faktor Kualitas
Pelayananterhadap Kepuasan Pasien Rawat Jalan Rsud Dr. Achmad Darwis”,
Jurnal Kesehatan Andalas, Vol. 7, p. 1.

Rosett, R.N. and Huang, L. (1973), “The Effect of Health Insurance on the Demand
for Medical Care”, The Canadlan Journal-of Economlcs and Political Science,
Vol. 10 No.2,pp. 281-305: ! \

Ruhara, M.C. and Kioko, U.M. (2016), “Effect of Health Insurance on Demand for
Outpatient Medical Care in Rwanda: An Application of the Control Function
Approach”, Rwanda Journal, Vol. 3 No. 1, p. 77

Sarkar, D. (2006), 5S S O O5S FOR Service Organizations And Offices, ASQ
Quality Press.

Sarkar, D. (2007), Lean for Service Organizations and Offices; A Holistic Approach
for Achieving Operational [Excellence and Improvements, Quality Pess,
Milwaukee.

Schumacher, S., Hall, R., Bildstein, A. and Bauernhansl, T. (2022), “Toolbox Lean
4 . 0 — Development and Implementation of a Database Approach for the
Management of Digital Methods and Tools”, Procedia CIRP, Elsevier B.V.,
Vol. 107 No. 2021, pp. 776-781.

SDGs Indonesia. (2017), “Apa  itu SDGs”, available at:
https://www.sdg2030indonesia.org/page/8-apa-itu.

Serlenga, P., Leppavuori; l.;-Moraes, I. and Forlini;:M. (2019), Digital Lean : A
Guide To Manufacturing, Bain & Company, Bain & Company, Milan,
available at:
https://www.bain.com/contentassets/2eccaae4e842409789ba966421ebee9e/d
igital-lean-playbook_v5_final.pdf.

Shahzadi, S. and Annayat, S. (2017), “Factors Associated Patient Waiting Time At
Outpatient Department in Allied Hospital Faisalabad”, Journal of Biology,
Agriculture and Healthcare, Vol. 7 No. 17, pp. 14-20.

Shane, D.M. and Zimmer, D.M. (2017), “Is the ACA bringing the family back
together (for tax purposes)? Investigating the dependent coverage mandate
effect on dependent tax exemptions”, Review of Economics of the Household,
Springer US, Vol. 15 No. 4, pp. 1159-1176.

Shortell, S.M., Blodgett, J.C., Rundall, T.G., Henke, R.M. and Reponen, E. (2021),
“Lean  Management and Hospital Performance: Adoption vs.



Implementation”, Joint Commission Journal on Quality and Patient Safety,
Joint Commission Resources, Inc., Vol. 47 No. 5, pp. 296-305.

Siciliani, L., Borowitz, M. and Moran, V. (2013), Waiting Time Policies in the
Health Sector: What Works?, OECD Health Policy Studies, available at:
http://dx.doi.org/10.1787/9789264179080-en.

Skeldon, S.C., Simmons, A., Hersey, K., Finelli, A., Jewett, M.A., Zlotta, A.R. and
Fleshner, N.E. (2014), “Lean methodology improves efficiency in outpatient
academic uro-oncology clinics”, Urology, Elsevier Inc., Vol. 83 No. 5, pp.
992-998.

Sousa, M.J. and Rocha, A. (2019), “Digital learning: Developing skills for digital
transformation of organizations”, Future Generation Computer Systems,
Elsevier B.V., Vol. 91, pp. 327-334.

Sriram, S. and Neochpoung,R: (2018), “Determinants of hospital waiting time for
outpatient care in India: how demographic characteristics, hospital ownership,
and ambulance arrival affect waiting tim”, International Journal Of
Community Medicine And Public Health, VVol. 5 No. 7, p. 2692.

Stechert, C. and Balzerkiewitz, H.P. (2020), “Digitalization of a Lean Product
Development Organization”, Procedia CIRP, Elsevier B.V., Vol. 91, pp. 764—
769.

Sugiono. (2017), Metode Penelitian Kombinasi (Mixed Methods), Alfabeta,
Bandung.

Sugiyono. (2017), Metode Penelitian Kuantitatif, Kualitatif, Dan R&D, Alfabeta,
Bandung.

Sun, J., Hu, G., Ma, J,, Chen, Y., Wu, L., Liu, Q., Hu, J., et al. (2017), “Consumer
satisfaction with tertiary healthcare in China: Findings from the 2015 China
national patient survey”,-International Journal for Quality in Health Care,
Vol. 29 No. 2, pp. 213-221.

Supranto. (2011), Pengukuran'Tingkat Képuasan' Pelanggan : Untuk Menaikkan
Pangsa Pasar, Rineka Cipta, Jakarta.

Tafdhiel and Kasrin, R. (2018), “Hubungan Lama Waktu Tunggu di Poli Interne
Dengan Kepuasan Pasien di RSUD Dr. Achmad Mochtar Bukittinggi Tahun
2017 Relationship Length of Time Patient Waiting In Poly Interne With
Patient Satisfaction In Dr. Achmad Mochtar Bukittinggi Year 20177, Jurnal
Kesehatan Prima Nusantara Bukittinggi, Vol. 9 No. 1, p. 54.

Teixeira, J.C.C., Bernardi, F.A., Rijo, R.P.C.L. and Alves, D. (2021), “Proposal for
a health information management model based on Lean thinking”, Procedia
Computer Science, Elsevier B.V., Vol. 181, pp. 1097-1104.

Tena, 1.S. (2017), Faktor Penyebab Lama Waktu Tunggu Di Bagian Pelayana
Rekam Medis Rawat Jalan RSUD Panembahan Senopati Bantul, Stikes
Jenderal Achmad Yani.

Thabrany, H. (2014), “Sejarah Asuransi Kesehatan”, pp. 1-26.



The Centre for Spatial Economics. (2006), “The Economics Cost Of Wait Times in
Canada”, available at:
https://www.cimca.ca/i/m/TheCentreForSpatial Economics-Jun06.pdf.

Torry, T., Koeswo, M. and Sujianto, S. (2016), “Faktor yang Mempengaruhi Waktu
Tunggu Pelayanan Kesehatan kaitannya dengan Kepuasan Pasien Rawat Jalan
Klinik penyakit dalam RSUD Dr. Iskak Tulungagung”, Jurnal Kedokteran
Brawijaya, Vol. 29 No. 3, pp. 252-257.

Tortorella, G.L., Fogliatto, F.S., Saurin, T.A., Tonetto, L.M. and McFarlane, D.
(2021), “Contributions of Healthcare 4.0 digital applications to the resilience
of healthcare organizations during the COVID-19 outbreak™, Technovation,
Elsevier Ltd, available at:https://doi.org/10.1016/j.technovation.2021.102379.

Utah State University. (2009), The Shingo Prize for Operational Excellence, Utah
State University.

Vincent Gaspersz. (2022a), Lean Six Sigma for Manufacturing and Services
Industries, Vincent Foundation, Bogor, available at:
https://www.bukukita.com/Ekonomi-dan-Manajemen/Manajemen/53736-
Lean-Six-Sigma-for-Manufacturing-and-Service-Industries.html.

Vincent Gaspersz. (2022b), Manajemen Pengetahuan Dan Bisnis Digital, Bogor.

Virginia Mason Institute. (2017), “Eliminating Health Care Waste Improves Sepsis
Recognition”, available at:
https://www.virginiamasoninstitute.org/eliminating-health-care-waste-
improves-sepsis-recognition/.

Volberda, H.W., Khanagha, S., Baden-Fuller, C., Mihalache, O.R. and Birkinshaw,
J. (2021), “Strategizing in a digital world: Overcoming cognitive barriers,
reconfiguring routines and introducing new organizational forms”, Long
Range Planning, Elsevier Ltd, Vol. 54 No. 5, available
at:https://doi.org/10.1016/j.1rp.2021.102110.

Wanjau, K.N. and et al. (2012), “Factors Affecting Provision of Service Quality in
the Public Health Sector: A Case of Kenyatta National Hospital”, International
Journal of Humanities and Social Science, Vol. 2 No. 13, pp. 114-125.

Wigati, P., Suparwati, A. and Fuanasari, A. (2014), “Analisis Alur Pelayanan Dan
Antrian Di Loket Pendaftaran Pasien Rawat Jalan”, Jurnal Kesehatan
Masyarakat (e-Journal), Vol. 2 No. 1, pp. 15-21.

World Health Organization, OECD and World Bank Group. (2018), Delivering
Quality Health Services, available at:
https://apps.who.int/iris/bitstream/handle/10665/272465/9789241513906-
eng.pdf?sequence=1&isAllowed=y.

Young, T.P. and McClean, S.1. (2008),
“AcriticallookatLeanThinkinginhealthcare”, Quality and Safety in Health
Care, Vol. 17 No. 5, pp. 382-386.

ZED. (2018), “Daily Work Management - Cornerstone of High Performing



Organizations”, available at: https://zedinsights.blogspot.com/2018/11/daily-
work-management-cornerstone-of.html.

Zhou, D., Kautonen, M., Dai, W. and Zhang, H. (2021), “Exploring how
digitalization influences incumbents in financial services: The role of
entrepreneurial orientation, firm assets, and organizational legitimacy”,
Technological Forecasting and Social Change, Elsevier Inc., Vol. 173,
available at:https://doi.org/10.1016/j.techfore.2021.121120.

Zonderland, M.E. (2014), SPRINGER BRIEFS IN HEALTH C ARE Appointment
Planning in Outpatient Clinics and Diagnostic Facilities, Netherland.



