
195

DAFTAR PUSTAKA

Aagja,  J.A.,  R.  Garg.  2010.  Measuring  Perceived  Service  Quality  for  Public
Hospitals  (PubHosQual)  in  the  Indian  Context. International  Journal  of
Pharmaceutical and Healthcare Marketing. 4(1): 60-83.

Agustino. 2006. Politik dan Kebijakan Publik. Bandung: Universitas Padjadjaran. 

Ajzen, I.  1991.  The Theory of Planned Behavior. Organizational  Behavior and
Human Decision Processes. 50(2): 179-211.

Akbar, P. 2009.  Impact of Service Quality, Trust, and Customer Satisfaction on
Costumer Loyalty. ABAC Journal. 29(1): 24-38.

Alexander,  R.S.  1964.  Marketing  Definitions. Chicago:  American  Marketing
Association.

Alhashem,  A.M.,  H.  Alquraini.,  R.I.  Chowdhury.  2011.  Factors  Influencing
Patient Satisfaction in Primary Healthcare Clinics in Kuwait. International
Journal of Health Care Quality Assurance. 24(3): 249-262.

Amin, M., S.Z. Nasharuddin. 2013.  Hospital Service Quality and Its Effects on
Patient  Satisfaction  and Behavioural  Intention. Clinical  Governance:  An
International Journal. 18(3): 238-254. Emerald Group Publishing Limited.

Aminudin,  A.  2007.  Gambaran  Kepuasan  Pasien  Rawat  Jalan  Rumah  Sakit
Bhakti  Asih  Tangerang. Tesis.  Yogyakarta:  Program  Pascasarjana
Universitas Gadjah Mada. 

Amirin,  T.M.  2011.  Populasi  dan  Sampel  Penelitian;  Ukuran  Sampel  Rumus
Slovin. Dari:  https://tatangmanguny.wordpress.com/2010/04/19/ukuran-
sampel-rumus-slovin/. [Akses: 22 September 2015].

Anderson., W. Eugene., C. Fornell., D.R. Lehman. 1994. Customer Satisfaction,
Market  Share,  and  Profitability:  Findings  from  Sweden. Journal  of
Marketing. 58(3): 53-66.

Anthanassopoulos,  A.,  S.  Gounaris.,  V.  Sathakopoulos.  2001.  Behavioral
Responses to Customer Satisfaction: An Empirical Study. European Journal
of Marketing. 35(5/6): 687-707.

Arasli,  H.,  E.H.  Ekiz.,  S.T.  Katircioglu.  2008.  Gearing  Service  Quality  Into
Public  and  Private  Hospitals  in  Small  Islands. International  Journal  of
Health Care Quality Assurance. 21(1): 8-23.

Arndt, J. 1967. Role of Product-Related Conversations in the Diffusion of a New
Product. Journal of Marketing Research. 4: 291-295.

https://tatangmanguny.wordpress.com/2010/04/19/ukuran-sampel-rumus-slovin/
https://tatangmanguny.wordpress.com/2010/04/19/ukuran-sampel-rumus-slovin/


196

Aryani,  D., F. Rosinta. 2010.  Pengaruh Kualitas Layanan Terhadap Kepuasan
Pelanggan  dalam  Membentuk  Loyalitas  Pelanggan. Jurnal  Ilmu
Administrasi dan Organisasi. 17(2): 114-126.

Assael,  H.  2002.  Consumer  Behavior  and  Marketing  Action,  Fourth  Edition.
Boston: PWS-Kent Publishing Company. 

Azwar, A. 1994. Program Menjaga Mutu Pelayanan Kesehatan. Jakarta: Yayasan
Penerbit IDI. 

Azwar,  A.  1996.  Pengantar  Administrasi  Kesehatan  Edisi  Ketiga. Jakarta:
Binarupa Aksara. 

Babin,  B.J.,  J.  Barry.  2005.  Modelling  Consumer  Satisfaction  and  Word-of-
Mouth: Restaurant Patronage in Korea. The Journal of Services Marketing.
19(3). 

Badan  Pusat  Statistik.  2015.  Indikator  Kesehatan  1995-2015. Dari:
https://www.bps.go.id/linkTabelStatis/view/id/1559. [Akses: 25 Juli 2016].

Bakar, C., S. Akgun., A.F. Al-Assaf. 2008.  The Role of Expectation in Patients
Hospital Assessments: A Turkish University Hospital Example. International
Journal of Health Care Quality Assurance. 21(5): 503-516.

Bearman,  B.  2001.  Retail Management:  A  Strategic  Approach. New  Jersey:
Prentice Hall. 

Bowers,  M.R.,  J.E.  Swan.,  W.F.  Koehler.  1994.  What  Attributes  Determine
Quality  and  Satisfaction  With  Health  Care  Delivery?. Health  Care
Management Rev. 19(4): 49-55.

Brady,  M.K.,  J.J.  Cronin.  2001.  Some  New  Thoughts  on  Conceptualizing
Perceived Service Quality: A Hierarchial Approach. Journal of Marketing.
65 (3): 34-50.

Brown, T.J., T.E. Barry., P.A. Dacin., R.F. Gunst. 2005.  Spreading the Words:
Investigating Antecedents of Customer’s Positive Word of Mouth Intention
and  Behavior  in  Retailing  Context. Academy  of  Marketing  Science
Journals. 33(2): 123-138.

Brown,  T.A.  2006.  Confirmatory  Factor  Analysis  for  Applied  Research. New
York: The Guilford Press.

Buttle,  F.A.  1998.  Word  of  Mouth: Understanding  and  Managing  Referral
Marketing. Journal of Strategic Marketing. 6: 241-254.  

https://www.bps.go.id/linkTabelStatis/view/id/1559


197

Callan,  R.J.  1994.  Development  of  a  Framework  for  the  Determination  of
Attributes Used for Hotel Selection-Indications from Focus Group and In-
depth Interviews. Hospitality Research Journal. 18(2): 53-74.

Caruana,  A.  2002.  Service  Loyalty:  The  Effects  of  Service  Quality  and  the
Mediating Role of Customer Satisfaction. European Journal of Marketing.
36: 811-828.

Cengiz., Yayla. 2007.  The Effect of Marketing Mix on Possitive Word of Mouth
Communication : Evidence from Accounting Offices in Turkey. Journal of
Innovative Marketing. 3(4): 73-82.

Chahal, H., N. Kumari. 2010. Development of Multidimensional Scale for Health
Care Service Quality (HCSQ) in Indian Context. Journal of Indian Business
Research. 2(4): 203-255.

Chen,  Y.,  M.  Jiwei.  2012.  Consumer’s  Purchase  Decision-Making  and  Its
Influence Factors in E-Commerce. Advances in Psychological Science. (1):
31-38.

Chin,  W.W. 1998.  The Partial  Least Square Approach to Structural Equation
Modeling. Modern Methods for Bussiness Research. 295(2): 295-336.

Churiyah, M. 2007. Peranan Kualitas Pelayanan Terhadap Kinerja Rumah Sakit
(Studi pada Rawat Inap Rumah Sakit Islam Wafa Kepanjen Kab. Malang).
Jurnal Ekonomi Modernisasi. 3(2): 103-114.

Cohen, L., L. Manion., K. Morrison. 2007. Research Methods in Education (6th
ed). New York: Routledge.

College  of  Physicians  and Surgeons of  Alberta.  2012.  CPSA 2012 Complaint
Statistics. Dari:  http://www.cpsa.ab.ca/services/Complaints_department/
Complaint_Statistics.aspx. [Akses: 25 September 2015].   

Cronin, J.J., S.A. Taylor. 1992. Measuring Service Quality: A Reexamination and
Extension. Journal of Marketing. 56(July): 55-68. 

Dahlan, S. 2010. Besar Sampel dan Cara Pengambilan Sampel dalam Penelitian
Kedokteran dan Kesehatan. Jakarta: Salemba Medika. 

Dawi,  N.M.,  A.  Jusoh.,  K.M.  Nor.  2013.  A  Conceptual  Model  of  Customer
Behavioral Intentions: Moderating Effects of Switching Barriers and Social
Ties. Jurnal Teknologi. 64(3): 29-33. UTM Press.

Desatnick,  R.L.  1987.  Managing  to  Keep  the  Customer. San  Francisco  CA:
Jossey-Bass. 

http://www.cpsa.ab.ca/services/Complaints_department/%20Complaint_Statistics.aspx
http://www.cpsa.ab.ca/services/Complaints_department/%20Complaint_Statistics.aspx


198

Dong, Y., B. Yang. 2007.  Analysis of Factors Influencing Consumers Purchase
Behavior  Under  C2C  E-Commerce  Platform. Journal  of  Consumption
Economy. 23(3): 34-37+40.

Duggirala,  M.,  C.  Rajendran.,  R.N.  Anantharaman.  2008.  Patient-Perceived
Dimensions of Total Quality Service in Health Care. Benchmarkeing: An
International Journal. 15: 560-583.

Durvasula, S., S. Lysonski., S.C. Mehta., B.P. Tang. 2004. Forging Relationship
with  Services:  The  Antecedents  that  Have  an  Impact  on  Behavioral
Outcomes  in  the  Life  Insurance  Industry. Journal  of  Financial  Services
Marketing. 8(4): 314-26.

Edwardson, M. 1998.  Measuring Consumer Emotions in Service Enconters: An
Exploratory Analysis. Australasian Journal of Market Research. 6(2): 34-48.

Eleuch, A. 2011.  Healthcare Service Quality Perception in Japan.  International
Journal of Health Care Quality Assurance. 24(6): 417-429.

Ennew,  C.T.,  A.K.  Banerjee.,  D.  Li.  2000.  Managing  Word  of  Mouth
Communication:  Empirical  Evidence  from India. International  Journal  of
Bank Marketing. 18(2): 75-83.

Febiana,  D.,  S.  Kumadji.,  Sunarti.  2014.  Pengaruh  Word  of  Mouth  Terhadap
Minat  Beli  Serta  Dampaknya  Pada  Keputusan  Pembelian  (Survei  pada
Pengunjung yang Melakukan Pembelian pada Biker’s Resto dan Cafe di
Kota Malang). Jurnal Administrasi Bisnis (JAB). 16(1): 1-6.

Ferdinand,  A.  2005.  Structural  Equation Modeling. Semarang:  Badan Penerbit
Universitas Diponegoro. 

File,  KM.,  D.S.P.  Cermak.,  R.A.  Prince.  1994.  Word-of-Mouth  Effects  in
Professional  Services  Buyer  Behaviour. The  Service  Industries  Journal.
14(3): 301-314.

Fishbein,  M.,  I.  Ajzen.  1975.  Belief,  Attitudes,  Intention,  and  Behavior:
An Introduction  to  Theory  and  Research. Massachusetts:  Addison-Wesley
Publishing. 

Gaur,  S.S.,  Y.  Xu.,  A.  Quazi.,  S.  Nandi.  2011.  Relational  Impact  of  Service
Providers Interaction Behavior in Health Care. Managing Service Quality.
21(1): 67-87.

Ghozali.,  I,.  Fuad.  2008.  Structural  Equation  Modeling:  Teori,  Konsep.  dan
Aplikasi dengan Program Lisrel 8.0. Semarang: Badan Penerbit UNDIP.

Ghozali,  I.  2011.  Aplikasi  Analisis  Multivariate  dengan  Program  SPSS.
Semarang: Badan Penerbit Universitas Diponegoro.



199

Gill, L., L. White. 2009. A Critical Review of Patient Satisfaction. Leadership in
Health Services. 22(1): 8-19.

Grönroos,  C.  1984.  A Service  Quality  Model  and  Its  Marketing  Implications.
European Journal Marketing. 18(4): 36-44.

Grönroos, C. 1990. Service Management and Marketing: Managing the Moments
of Truth in Service Competition. New York: Lexington Books. 

Guwandi.  1996.  Dokter,  Pasien,  dan  Hukum. Jakarta:  Balai  Penerbit  Fakultas
Kedokteran Universitas Indonesia. 

Hair,   J.F.  Black.,  W.C.  Babin.,  R.E.  Anderson.  2010.   Multivariate Data
Analysis  7th Edition.  New  Jersey:  Pearson Prentice Hall.

Handayani,  P.W.,  A.N.  Hidayanto.,  P.I.  Sandhyaduhita.,  Kasiyah.,  D.
Ayuningtyas.  2014.  Strategic  Hospital  Services  Quality  Analysis  in
Indonesia. 42:  3067-3078.  Dari:  http://www.sciencedirect.com/
science/article/pii/S0957417414007647. [Akses: 20 Juli 2015]. 

Harcahyani, G. 2010. Analisis Pengaruh Kualitas Pelayanan Terhadap Kepuasan
Pasien yang Dimoderasi oleh Variabel Nilai (Studi pada Pasien Instalasi
Rawat  Jalan  RSUD  Kota  Yogyakarta). Tesis.  Yogyakarta:  Universitas
Pembangunan “Veteran” Nasional. 

Harjadi,  D.,  D.  Fatmasari.  2008.  Marketing  Word  of  Mouth  (WoM)
Communication Sebagai Alternatif Kreatif dalam Komunikasi Pemasaran.
Jakarta: Equilibrium. 

Haryono,  S.,  P.  Wardoyo.  2013.  Structural  Equation  Modeling  (SEM)  Untuk
Penelitian  Manajemen  dengan  AMOS  18.00. Jakarta:  PT  Intermedia
Personalia Utama.

Hasan, A. 2010. Marketing dari Mulut ke Mulut. Yogyakarta: Medpress.

Hekkert,  K.D.,  S.  Cihangir.,  S.M. Kleefstra.,  B. Van Den Berg.  2009.  Patient
Satisfaction Revisited: A Multilevel Approach. Social Science Med. 69(1):
68-75.

Hellier,  P.K.,  G.M.  Geursen.,  R.A.  Car.,  J.A.  Rickard.  2003.  Customer
Repurchase  Intention:  A  General  Structural  Equation  Model. European
Journal of Marketing. 37(11/12): 1762-1800.

Hendriani, L., A. Afandi. 2008. Ketika Saatnya Tiba. Majalah MIX. 06(Juni-Juli):
78-79.

http://www.sciencedirect.com/%20science/article/pii/S0957417414007647
http://www.sciencedirect.com/%20science/article/pii/S0957417414007647


200

Heriyati,. S.A Pasinringi., I. Sidin. Gambaran Brand Attitude Pasien Rawat Inap
Terhadap  Minat  Pemanfaatan  Kembali  Pelayanan  di  Rumah  Sakit
Universitas  Hasanuddin  Tahun  2013. [Online].  Repository  Universitas
Hasanuddin.  Dari:  repository.ipb.ac.id/bitstream/123456789/5050/4/
C08bbu.pdf. [Akses: 25 Juli 2016].

Hidayat, A.A.A. 2008. Pengantar Konsep Dasar Keperawatan. Jakarta: Salemba
Medika. 

Hijrani,  M.  2002.  Analisis  Kepuasan  Pasien  Rawat  Inap  Terhadap  Mutu
Pelayanan dan Hubungannya dengan Minat  Beli  Ulang di  Rumah Sakit
MMC Jakarta. Tesis. Depok: Universitas Indonesia.

Hoffman,  K.D.,  J.E.G.  Bateson.  1997.  Essentials  of  Services  Marketing. Forth
Worth: The Dryden Press. 

Howard, J.A. 1994. Buyer Behavior in Marketing Strategy (Second Edition). New
Jersey: Prentice Hall.

Hughes,  J.  1994.  Organization  and  Information  of  the  Bed  Side. Disertasi.
University of Chicago.

Irawan,  H.  2007.  10  Prinsip  Kepuasan  Pelanggan.  Jakarta:  PT  Elex  Media
Komputindo. 

Islam, J.U.I., R. Farooqi. 2014. Impact of Word-of-Mouth on Consumer Behavior
in  Indian  Healthcare  Industry.  Global  Journal  of  Financial  and
Management. 6(2): 125-132. 

Jacobalis, S. 1990. Menjaga Mutu Pelayanan Rumah Sakit Suatu Pengantar. Citra
Jakarta: Windu Satria.

Johnson, J.D., S.F. Meischke.  1991.  Cancer Information: Women’s Source and
Content Preferences. Journal of Health Care Marketing. 11: 37-44.

Johnson,  J.T.,  Jr.H.C.  Barksdale.,  J.S.  Boles.  2001.  The Strategic  Role  of  the
Salesperson  in  Reducing  Customer  Defection  in  Business  Relationships.
Journal of Personal Selling and Sales Management. 21(2): 123-135.

Jones,  T.O.,  W.E.  Sasser.  1995.  Why  Satisfied  Customers  Defect?.  Harvard
Business Review. (November-December): 88-99.

Karassavidou,  E.,  N.  Glaveli.,  C.T.  Papadopoulus.  2009.  Quality  in  NHS
Hospitals:  No  One  Knows  Better  Than  Patients.  Measuring  Business
Excellence. 13: 34-46. 

Kartajaya,  H.  2006.  Hermawan  Kartajaya  on  Marketing. Jakarta:  Gramedia
Pustaka Utama.



201

Kaynak, H. 2003. The Relationship Between Total Quality Management Practices
and  Their  Effects  on  Firm  Performance. Journal  of  Operations
Management. 21: 405-35.

Keaveney,  S.M. 1995.  Customer Switching Behavior in Service Industries: An
Exploratory Study. Journal of Marketing. 59(April): 71-82.

Kementerian  Kesehatan  RI.  2008.  Keputusan  Menteri  Kesehatan  Nomor
129/Menkes/SK/II/2008 Tentang Standar Pelayanan Minimal Rumah Sakit.
Kementerian Kesehatan RI. Jakarta.

Kim, Y.K., C.H. Cho., S.K. Ahn., I.H. Goh., H.J. Kim. 2008. A Study on Medical
Service  Quality  and  Its  Influence  Upon  Value  of  Care  and  Patient
Satisfaction – Focusing Upon Outpatients in a Large-sized Hospital. Total
Quality Management Business Excel. 19(11): 1155-1171.

Kinnear, T.C., J.R. Taylor. 1997. Marketing Research (Fifth Edition). New York:
McGraw-Hill Inc. 

Kitapci,  O.,  C.  Akdogan.,  I.T.  Dortyol.  2014.  The  Impact  of  Service  Quality
Dimensions  on Patient  Satisfaction,  Repurchase Intentions  and Word-of-
Mouth Communication in The Public Healthcare Industry. Procedia-Social
and Behavioral Sciences. 148 (2014): 161-169. Elsevier Ltd.

Kotler, P. 2000.  Marketing Management: The Millenium Edition. Upper Saddle
River, N.J.: Prentice Hall International, Inc.

Kotler,  P.,  K.L.  Keller.  2006.  Marketing  Management. New  Jersey:  Pearson
Prentice Hall. 

Krowinski, W. 1996. Measuring and Managing Patient Satisfaction. Washington
DC: American Hospital Publishing. 

Kumar,  P.  2002.  The  Impact  of  Performance,  Cost,  and  Competitive
Considerations on the Relationship Between Satisfaction and Repurchase
Intent in Business Markets. Journal of Service Research. 5(1): 55-68.

Laksono,  I.N.  2008.  Analisis  Kepuasan  dan  Hubungannya  dengan  Loyalitas
Pasien Rawat Inap di RS Dedi Jaya Kabupaten Brebes. Tesis. Semarang:
Universitas Diponegoro. 

Lam,  S.S.K.  1997.  SERVQUAL:  A  Tool  for  Measuring  Patient’s  Opinions  of
Hospital Service Quality in Hong Kong. Total Quality Management. 8(4):
145-52.

Lee, W.I., C.W. Chen., T.H. Chen., C.Y. Chen. 2010. The Relationship Between
Consumer Orientation, Service Value, Medical Care Service Quality, and



202

Patient  Satisfaction:  The Case of a Medical  Center  in Southern Taiwan.
African Journal Bussines Management. 4(4): 448-458.

Lim, P.C., N.K.H. Tang. 2000. A Study of Patients Expectations and Satisfaction
in  Singapore  Hospitals. International  Journal  Health  Care  Quality
Assurance. 13: 290-299.

Linder-Pelz, S. 1982. Toward A Theory of Patient Satisfaction. Social Science and
Medicine. 16(5): 577-582.

Liu, J.C., K. Yangkwan., D. Spears. 2005.  A Repeat Purchase Intention Model
Based  on  an  Empirical  Study  of  Hawai‛i  Hotels.  Occasional  Paper.
University of Hawai‘i: School of Travel Industry Management. 

Llosa, S., J.L. Chandon., C. Orsinger. 1998. An Empirical Study of SERVQUAL’s
Dimensionality. Service Industry Journal. 18(2): 16-44. 

Lupiyoadi,  R. 2001.  Manajemen Pemasaran Jasa (Teori dan Praktek). Jakarta:
Salemba Empat. 

Lustinayanti, W.E. 2011. Pengaruh Service Quality dan Service Value Terhadap
Customer Satisfaction dan Behavioral  Intention (Studi  pada Jasa Spa di
Kota Denpasar). Tesis. Denpasar: Universitas Udayana. 

Mangold,  W.G.  1999.  Word  of  Mouth  Communication  in  the  Service  Market
Place. The Journal of Services Marketing. 13(1).

Manouchehri,  M.J.,  H.  Ibrahimipour.,  S.A.  Akbari.,  M.  Farahbakhsh.,  Z.
Khoshgoftar. 2010. Study of Patient Complaints Reported Over 30 Months
at a Large Heart Centre in Tehran. Qual Saf Health Care. 19: e28.

Martinez,  F.C.  1999.  Measuring  Hospital  Service  Quality:  A  Methodological
Study. Managing Service Quality. 9(4): 230-240.

Mirzaaghaee,  F.,  Z.  Moeinfar.,  A.  Rashidian.,  S.  Eftekhari.  2012.  Complaints
Recorded  at  Three  Hospital  Affiliated  to  Tehran  University  of  Medical
Sciences  and  the  Factors  Affecting  it  From April  2007 to  March  2008.
Journal of Hospital. 10: 19-28.

Monecke, A., F. Leisch. 2012.  SEM PLS: Structural Equation Modeling Using
Partial Least Square. Journal of Statistic Software.

Munaryo.  2008.  Analisis  Pengaruh  Persepsi  Mutu  Pelayanan  Rawat  Inap
Terhadap Minat Pemanfaatan Ulang di RSUD Kabupaten Brebes Tahun
2008. Tesis. Semarang: Universitas Diponegoro.



203

Muninjaya, A.A. 2004.  Survey Kepuasan Pengguna Jasa Pelayanan Kesehatan
Perjan  RS  Sanglah  Denpasar. Jurnal  Manajemen  Pelayanan  Kesehatan.
07(03). 

Mustafa, Z. 2009.  Mengurai Variabel hingga Instrumentasi. Yogyakarta: Graha
Ilmu.

Naidu, A. 2009.  Factors Affecting Patient Satisfaction and Healthcare Quality.
International Journal of Health Care Quality Assurance. 22(4): 366-381.

Nekoei-Moghadam,  M.,  M.  Amiresmaili.  2011.  Hospital  Services  Quality
Assesment. International Journal of Health Care Quality Assurance. 24(1):
66-57.

Newman.,  W.  Joseph.,  R.A.  Werbel.  1973.  Multivariate  Analysis  of  Brand
Loyalty for Major Household Appliances. Journal of Marketing Research.
10(November): 404-9.

Olaru, D., S. Purchase., N. Peterson. 2008. From Customer Value to Repurchase
Intentions  and  Recommendations. Journal  of  Business  and  Industrial
Marketing. 23(8): 554-565.

Oliver, R.L. 1997. Satisfaction: A Behavioral Perspective on the Consumer. New
York: McGraw-Hill, Inc. 

Oliver,  R.L.  1999.  Whence  Consumer  Loyalty?.  Journal  of  Marketing.
63(October): 33-44.

Otani, K.A., R.S. Kurz. 2004. The Impact of Nursing Care and Other Healthcare
Attributers on Hospitalized Patient Satisfaction and Behavioral Intentions.
Journal of Healthcare Management. 49: 181-197.

Oyeniyi,  O., A.A. Joachim. 2008.  Customer Service in the Retention of Mobile
Phone Users in Nigeria. African Journal Business Management. 2(2): 26-
31. 

Parasuraman, A., V.A. Zeithaml., L.L. Berry. 1988. SERVQUAL: A Multiple Item
Scale for Measuring Consumer Perceptions of Service Quality. Journal of
Retailing. 64(Spring): 12-40.

Parasuraman,  A.,  V.A.  Zeithmal.,  L.L.  Berry.  1985.  A  Conceptual  Model  of
Service Quality and Its Implications for Future Research. The Journal of
Marketing. 49(Fall): 41-50

Parhusip, DH. 2013.  Pengaruh Kualitas Pelayanan Terhadap Kepuasan Pasien
Rawat Jalan di Poliklinik  Penyakit  Dalam Rumah Sakit  Tingkat  II  Putri
Hijau Kesdam I/Bukit Barisan Medan. Tesis. Medan: Universitas Sumatera
Utara.



204

Petrick, J.F. 1999.  An Examination of the Relationship Between Golf Travelers
Satisfaction,  Perceived  Value,  Loyalty,  and  Their  Intentions  to  Revisit.
Dissertasion. Clemson: Clemson University. 

Pollack.  2009.  Linking  the  Hierarchical  Service  Quality  Model  to  Customer
Satisfaction and Loyalty. Journal of Service Marketing. 23(1): 42-50.

Rangkuti, F. 2009. Strategi Promosi yang Kreatif dan Analisis Kasus Integrated
Marketing Communication. Jakarta: PT Gramedia Pustaka Utama. 

Ravald, A., C. Grönroos. 1996. The Value Concept and Relationship Marketing.
European Journal of Marketing. 30(2): 19-30.

Reichheld,  F.F.  1996.  The Loyalty  Effect:  The  Hidden Force  Behind  Growth,
Profits, and Lasting Value. Boston: Harvard Business School Press.

Robinson,  G.J.  2012.  Delight,  Satisfaction,  and  Behavioral  Intentions  in  A
Hospital  Setting:  The Role of  Environmental  and Interpersonal Services.
Dissertasion. Cleveland State University. 

Rohini, R., B. Mahadevappa. 2006.  Service Quality in Bangalore Hospitals: An
Empirical Study. Journal of Services Research. 6(1): 59-84.

Rumah Sakit Umum Pusat dr M Djamil. 2014. Profil RSUP dr M Djamil Padang
Tahun 2014. Padang: RSUP dr M Djamil. 

Rust, R.T., A.J. Zahorik., T.L. Keiningham. 1996. Service Marketing. New York:
Harper Collins College Publishers. 

Sarwono, J. 2013. Kupas Tuntas Prosedur-prosedur Regresi dan ‘Decision Trees’
dalam IBM SPSS: 12 Jurus Ampuh Regresi Untuk Riset Skripsi. Jakarta:
Elexmedia Komputindo.

Sarwono, J., U. Narimawati. 2015. Membuat Skripsi, Tesis, dan Disertasi dengan
Partial Least Square SEM (PLS-SEM). Yogyakarta: Penerbit Andi. 

Santoso,  RE.  2014.  Pengaruh  Kualitas  Pelayanan  Terhadap  Nilai  yang
Dirasakan Pasien (Studi pada Rumah Sakit Khusus Bedah Hasta Husada
Kepanjen). [Online]. Perpustakaan Digital Universitas Negeri Malang. Dari:
http://library.um.ac.id. [Akses: 25 Juli 2016].

Schiffman,  L.,  L.L.  Kanuk.  2008.  Consumer  Behaviour  7th  Edition  (Perilaku
Konsumen). Jakarta: PT Indeks. 

Sekaran, U. 2006. Research Methods for Business. Jakarta: Salemba Empat. 

Sernovitz,  A.  2006.  Word  of  Mouth  Marketing,  How  Smart  Companies  Get
People Talking. Chicago: Kaplan Publishing. 

http://library.um.ac.id/


205

Setyawati,  I.  2009.  Analisis Pengaruh Kualitas Layanan dan Kepuasan Pasien
Terhadap Words of Mouth (Studi pada Pasien Rawat Jalan RS Bhakti Wira
Tamtama Semarang). Tesis. Semarang: Universitas Diponegoro. 

Silverman, G. 2001.  The Secret of Word-of-Mouth Marketing: How to Trigger
Exponential Sales Through Runaway Word of Mouth. New York: American
Management Association. 

Singarimbun, M., S. Effendi. 1989. Metode Penelitian Survai. Jakarta; LP3ES. 

Siyambalapitiya,  S.,  J.  Caunt.,  N.  Harrison.,  L.  White.,  D.  Weremczuk.,  D.J.
Fernando. 2007.  A 22 Month Study of Patients Complaints at a National
Health Service Hospital. International Journal Nursing Practice. 13: 107-10.

Soderlund, M., N. Ohman. 2003.  Behavioral Intentions in Satisfaction Research
Revisited. Journal  of  Consumer  Satisfaction,  Dissatisfaction,  and
Complaining Behavior. 16: 53-66. 

Sohail, M. 2003. Service Quality in Hospitals: More Favourable than You Might
Think. Managing Service Quality. 13(3): 197-206.

Stern,  B.  1994.  A Revised  Model  for  Advertising:  Multiple  Dimensions  of  the
Source, the Message, and the Recipient. Journal of Advertising. 23(2): 5-16.

Sugiyono. 2013. Metode Penelitian Kuantitatif, Kualitatif, dan Kombinasi (Mixed
Methods). Bandung: Alfabeta. 

Suki,  N.M.,  J.C.C.  Lian.  2011.  Do  Patients  Perceptions  Exceed  Their
Expectations  in  Private  Healthcare  Settings?. International  Journal  of
Health Care Quality Assurance. 24(1): 42-56.

Sunarima. 2005. Kualitas Layanan dan Minat Berkunjung Kembali Pasien Rawat
Jalan di Rumah Sakit  Panti Rahayu Purwodadi Grobogan Jawa Tengah.
Tesis. Yogyakarta: Universitas Gadjah Mada. 

Tjiptono, F. 2006. Pemasaran Jasa. Malang: Bayumedia Publishing. 

Trisnantoro,  L.  2005.  Aspek  Strategis  Manajemen  Rumah  Sakit. Yogyakarta:
Penerbit Andi. 

Trumble, S.C., M.L. O’Brien., M. O’Brien., B. 2006. Hartwig.  Communication
Skills  Training  for  Doctors  Increase  Patients  Satisfaction. Clinical
Governace: An International Journal. 11(4): 297-307.

Vibiznews-Sales  and  Marketing.  2007.  Buzz  Marketing,  Paling  Efektif  di
Indonesia. Dari:  http://www.journalphpvbisemosionalbenefit.htm.  [Akses:
20 September 2015].



206

Viviyanti Azwar. 2013. Peranan Moderasi Soft Skills dalam Meningkatkan Mutu
Pelayanan Rumah Sakit. Jurnal Kesehatan Masyarakat Nasional. 7(8): 378-
384.

Walker, H., L. Jean. 2001. The Measurement of Word of Mouth Communication
and  an  Investigation  of  Service  Quality  and  Customer  Commitment  a
Potential Antecedents. Journal of Service Research. 4(1): 60-75.

Widiastuti,  N.M. 2015.  Hubungan Jenis Fasilitas Kesehatan Tingkat  Pertama,
Status  Kepesertaan,  dan Karakteristik  Sosio-Demografis  dengan  Tingkat
Kepuasan Pasien Jaminan Kesehatan Nasional di  Kota Denpasar. Tesis.
Denpasar: Universitas Udayana. 

Wirtz, J., P. Chew. 2002. The Effects of Incentives, Deal Proneness, Satisfaction,
and Tie  Strength  on  Word  of  Mouth  Behaviour.  International  Journal  of
Service Industry Management. 13(2): 141-162.

WOMMA.  2008.  An  Introduction  to  Word  of  Mouth  Marketing.  Dari:
http://www.womma.org/wom101. [Akses: 20 September 2015].

Xiaofen,  J.,  Y.  Zhang.  2009.  ‘The  Impact  of  Online  Word  of  Mouth  on
Consumer’s  Buying  Intention  on  Apparel:  An  Empirical  Study’,  in
Procedings  of  the  2009  International  Symposium  on  Web  Information
System and Applications. College of Fashion; 22: 0124 028. 

Yamin,  S.,  H. Kurniawan. 2011.  Partial Least Square Path Modeling. Jakarta:
Salemba Infotek.

Yesilada,  F.,  E. Direktor. 2010.  Health Care Service Quality a Comparison of
Public and Private Hospital. African Journal of Bussiness Management. 4.

Yousapronpaibon,  K.,  W.C.  Johnson.  2013.  Measuring  Hospital  Out-patient
Service Quality in Thailand. Leadership in Health Services. 26(4): 338-355.

Zaluchu, F., S.M. Sarumpaet., Syarifah. 2007. Studi Komparatif Keluhan Pasien
di  Rumah  Sakit  dengan  Pasien  di  Puskesmas  (Studi  Kasus  di  7
Kabupaten/Kota  di  Provinsi  Sumatera  Utara). Jurnal  Info  Kesehatan
Masyarakat. XI(2): 123-130. 

Zeithaml, V.A., A. Parasuraman., L.L. Berry. 1990.  Delivering Quality Service:
Balancing Customer Perceptions  and Expectations. New York: The Free
Press.

Zeithaml,  V.A.,  L.L.  Berry.,  A.  Parasuraman.  1996.  The  Behavioral
Consequences of Service Quality. Journal of Marketing. 60(2): 31-46.

http://www.womma.org/wom101.%20%5BAkses:%2020


207


