
 

 

DAFTAR PUSTAKA 

Ahmad B, Zada S, Zhang L, Sidiki SN, Contreras-Barraza N, Vega-Muñoz A and Salazar-

Sepúlveda G (2022) The Impact of Customer Experience and Customer Engagement 

on Behavioral Intentions: Does Competitive Choices Matters? Frontiers in Psychology. 

13(1).  

Ajzen,I.(2005). Attitudes, Personality, and Behavior. Open University Press. 

Andaleeb, S.S., & Khatun, J. (2017). Patient Satisfaction with Health Services and Associated 

Factors in Bangladesh. Health & Social Care in the Community, 25(5), 1539-1547.  

Alhozgi A, Feine JS, Tanwir F, Shrivastava R, Galarneau C, Emami E. Rural–Urban 

Disparities In Patient Satisfaction With Oral Health Care: A Provincial Survey. BMC 

Oral Health. 2021;21(1):261. Available from: https://doi.org/10.1186/s12903-021-

01613-0 

Alissa Ikrima Munawwaroh. (2022). Faktor-Faktor Yang Berhubungan Dengan Tingkat 

Kepuasan Pasien Rawat Jalan Dalam Pelayanan Kesehatan Dasar Di Puskesmas L. 

Indonesian Journal of Public Health and Nutrition. 2(3), pp.268-277. 

Altschwager, T., Conduit, J., Goodman, S. (2013). Branded Marketing Eventsl Facilitating 

Customer Brand Engagement in: Proceedings of the 7th International Conference of the 

Academy of Wine Business Research. Ontario. 

Arikunto, Suharsimi. 2019. Prosedur Penelitian Suatu Pendekatan Praktik. Rineka Cipta. 

Jakarta. 

Armitage, C. J., & Conner, M. (2019). The theory of planned behavior: Frequently asked 

questions. In The handbook of theories of social psychology (Vol. 1, pp. 439-467). Sage 

Publications. 

Badan Pusat Statistik Kota Padang. (2021). Jumlah RS/Klinik Bersalin 2016-2021. Padang: 

BPS Kota Padang. Tersedia dari padangkota.bps.go.id. 

Basith ZA, Prameswari GN. Pemanfaatan Pelayanan Kesehatan di Puskesmas. Higeia Journal 

of Public Health Research and Development. 2020;4(1) 

Brodie, Roderick J. et all. (2013), Consumer Engagement in a Virtual Brand Community: An 

Exploratory Analysis, Journal of Business Research, 66 (1), 105. 

Bowden, J. L., Dagger, T. S., & Elliott, G. R. (2015). Harnessing customer engagement to 

deliver customer value and customer relationship outcomes in the service sector. 

Journal of Service Management, 26(2), 251-271. 

https://doi.org/10.1186/s12903-021-01613-0
https://doi.org/10.1186/s12903-021-01613-0


 

 

Christov-moore L, Simpson EA, Grigaityte K, Iacoboni M, Ferrari PF, Sciences B, et al. (2014) 

Empathy: Gender Effects In Brain And Behavior. Front Psychol. 46(Pt 4): 604–27. 

Creswell, J. W. (2012). Qualitative, Quantitative, and Mixed Approach (Research Design 

Pendekatan Kualitatif,Kuantitatif, dan Mixed). Yogyakarta: Pustaka Pelajar. 

David, Hariyanti T, Widayanti EL. (2020). Doctors’ Delays on Arrival to Patient Satisfaction 

Relationship in Outpatient Units. Jurnal Kedokteran Brawijaya. 28(1). 

Erizal, Kissal K. (2020). Pengaruh Persepsi Pasien Tentang Mutu Pelayanan Dan Fasilitas 

Terhadap Minat Kunjungan Ulang Di Poli Klinik Penyakit Dalam RSUD Sultan Abdul 

Aziz Syah Peureulak. Jurnal Edukes. 3(2):161–9. 

Estik Ikka Indah Purwati, Nuryadi. (2017). Decision Making in The Refferal Implementation 

at Public Health Center as First Level Health Facility. e-Jurnal Pustaka Kesehatan. 

5(2):231–8. 

Fithri, et al., Distribusi Pencabutan Gigi Berdasarkan Karakteristik Sosiodemografi pada 

Pasien RSGM Universitas Jember. e-Jurnal Pustaka Kesehatan, vol 5 (no. 1), Januari, 

2017Sreebny, Baum, Edgar, Epstein, Fox, 

Godovykh, M. (2022), "Measuring Affective Components of Customer Experience: 

Conceptual and Methodological Issues", Jaziri, D. and Rather, R.A. (Ed.) 

Contemporary Approaches Studying Customer Experience in Tourism Research, 

Emerald Publishing Limited, Bingley, pp. 89-105. 

Goula A, Stamouli MA, Alexandridou M, Vorreakou L, Galanakis A, Theodorou G, et 

al.(2021) Public Hospital Quality Assessment. Evidence from Greek health setting 

using SERVQUAL model. Int J Environ Res Public Health.18(7):3418. 

Hair Jr., J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2016). A Primer on Partial Least 

Squares Structural Equation Modeling (PLS-SEM). Sage Publications. 

Halstead, J.A., & Brown, S.E. (2015). Investigating the Influence of Service Quality on 

Intention to revisit in the medical tourism industry. Journal of Hospitality & Tourism 

Research, 39(2), 223-241. 

Hamasha AAH, Alshehri A, Alshubaiki A, Alssafi F, Alamam H, Alshunaiber R. (2018). 

Gender - Specific Oral Health Beliefs And Behaviors Among Adult Patients Attending 

King Abdulaziz Medical City in Riyadh. Saudi Dent J. 30(3):226–31. Available from: 

https://doi.org/10.1016/j.sdentj.2018.05.003 

Han, H., Hsu,L.T.J.,Lee,J.S., & Kim, W. (2016). Relationship Between Spa Service Attributes, 

customer Satisfaction, and Customer Loyalty in Medical Spa Centers. International 

Journal of Hospitality Management, 52, 75-86.  



 

 

Hawkins, D. I., Mothersbaugh, D. L., & Best, R. J. (2020). Consumer Behavior: Building 

Marketing Strategy. Boston, MA: McGraw-Hill Education. 

Hidayati, A. N., Suryawati, C., & Sriatmi, A. (2014). Analisis Hubungan Karakteristik Pasien 

dengan Kepuasan Pelayanan Rawat Jalan Semarang Eye Center (SEC) Rumah Sakit 

Islam Sultan Agung Semarang. Jurnal Kesehatan Masyarakat (e-Journal). 

Hollebeek, L. D., Glynn, M. S., & Brodie, R. J. (2014). Consumer brand engagement in social 

media: Conceptualization, scale development and validation. Journal of Interactive 

Marketing, 28(2), 149-165. 

Hollebeek, L. D., Srivastava, R. K., & Chen, T. (2019). SD logic–informed customer 

engagement: integrative framework, revised fundamental propositions, and application 

to CRM. Journal of the Academy of Marketing Science, 47(1), 161-185. 

Homburg, C., Jozic, D., & Kuehnl, C. (2015). Customer Experience Management: Toward 

Implementing an Evolving Marketing Concept. Journal of the Academy of Marketing 

Science, 43(3), 377-401. 

Huang, Y.H., & Chang, C.C. (2015). The Relationship between Hospital Image, Quality, 

Satisfaction, and Intetion to RevisitL An Exploratory Study for Medical Tourists.Journal 

of Travel & Tourism Marketing, 32(7), 871-882. 

Indraswati, Dian, et all. (2023). Pengaruh Bauran Pemasaran Terhadap Kepuasan 

Pelayanandan Minat Berkunjung Kembali Pasien Umum Di Rawat Jalan RSUD 

Labuan. Journal of Muslim Community Health (JMCH). 4(3), pp.211-221. 

Jequline M. Sagay, et al. (2023). Level of Patient Satisfaction with Services at the Dental Clinic 

of Hermina Manado Hospital. e-GiGi 2023. 11(2), pp.196-205. 

Kemenkes RI. (2019). Profil Kesehatan Indonesia Tahun 2018. Jakarta: Kemenkes RI. 

Koszewska, M. & Roszkowska, E. (2022) Pilot Testing of a New Mixed Methods Instrument 

for Measuring Emotions in Learning Situations. Journal of Mixed Methods Research, 

[online] 16(1), pp. 72-93. Available at: 

https://journals.sagepub.com/doi/abs/10.1177/15586898211028448 [Accessed 28 Apr. 

2023]. 

Kuo, Y. F., Wu, C. M., & Deng, W. J. (2009). The relationships among service quality, 

perceived value, customer satisfaction, and post-purchase intention in mobile value-

added services. Computers in Human Behavior, 25(4), 887-896. 

Lancet. (2017). Global, Regional, And National Incidence, Prevalence, And Years Lived With 

Disability For 328 Diseases And Injuries For 195 Countries, 1990–2016: A Systematic 



 

 

Analysis For The Global Burden Of Disease Study 2016.’, Global Health Metrics, 390, 

pp. 1211-1259. doi: 10.1016/S0140-6736(17)32154-2. 

Larmas. (1992). Saliva: Its Role In Health and Disease. Int Dent J.: 42; 291-304 

Lemon, K.N., & Verhoef, P.C.(2016). Understanding Customer Experience throughout the 

Customer Journey. Journal of Marketing, 80(6), 69-96. 

Lin, C. T., Liang, C. J., & Chen, C. J. (2017). The influence of patient–physician relationship 

on patient behavioral loyalty in health service. Journal of Service Theory and Practice, 

27(3), 601-620. 

Maghnati F, Ling KC, Nasermoadeli A. Exploring the relationship between Experiential 

Marketing and Experiential Value in smartphone industry. International Business 

Research. 2012; 5(11),170. 

Mamai-Homata E, Koletsi-Kounari H, Margaritis V.(2016) Gender Differences In Oral Health 

Status And Behavior of Greek Dental Students: A Meta-Analysis Of 1981, 2000, and 

2010 Data. J Int Soc Prev Community Dent. 6(1):60–8. 

Marco A Peres, et all. (2019). Oral diseases: a global public health challenge. The Lancet. 

394(1), pp.249-260. 

Meyer, C., & Schwager, A. (2021). Understanding customer experience. Harvard Business 

Review, 99(1), 116-125Mikulincer, M., & Shaver, P. R. (2016). Attachment in 

adulthood: Structure, dynamics, and change. Guilford Publications. 

Naorungroj S. (2020). Sugary Snack Consumption And Tooth Retention Among Middle-Aged 

Thai adults. J Int Soc Prev Community Dent. 10(4): 394. 

Nathasya Trinity Milano, Eka Seftiana Indah Sari. (2023). Gambaran perilaku dalam 

pemeliharaan gigi tiruan cekat (Kajian Pada RSGM-P FKG Universitas 

Trisakti). Jurnal Kedokteran Gigi Terpadu. 5(1), p.184. 

Nita Sofia Rakhmawati. (2021). Adolescents’ Personal Autonomy And Intentions On Dental 

And Oral Health Maintenance Behavior. Odonto Dental Journal. 8(2), p.97. 

Nurnajma Indah Arif. (2023). Analisis Faktor Penyebab Penurunan Jumlah Kunjungan Pasien 

Rawat Jalan di Rumah Sakit Dr. R. Ismoyo Kendari Tahun 2022. Jurnal Administrasi 

Dan Kebijakan Kesehatan. 3(4), pp.174-181. 

Nwamaka A. Anaza, Brian Rutherford. (2012). "How Organizational and Employee-Customer 

Identification, and Customer Orientation Affect Job Engagement", Journal of Service 

Management, Vol. 23 Iss: 5 pp. 616 – 639. 



 

 

Nugraheni, C. I. (2012). Pengaruh customer engagement melalui media sosial terhadap 

kepercayaan merek (Studi pada Facebook Sunsilk Indonesia) [Skripsi, Universitas 

Indonesia]. 

Ohman, W. (2019). Instagram Marketing: A Study about the Effect of Visual Content on 

Customer Engagement in the Airline Industry.  

Oktavia, Resky et al (2021). The Influence of Customer Engagement in Customer’s Bheavioral 

Intention on Staycation: The Experiental Marketing Perspectives Moderated by Health 

Risk and Financial Risk. Advances in Economics, Business and Management Research, 

177, p244.  

Ovi Dyantina et al. (2012). Penerapan Customer Relationship Management (CRM) Berbasis 

Web (Studi Kasus Pada Sistem Informasi Pemasaran di Toko YEN-Y. Jurnal Sistem 

Informasi (JSI). 4(2), pp.516-529. 

Palmatier, R. W., Kumar, V., & Harmeling, C. M. (2017). Customer Engagement Marketing: 

A New Strategy for Building Customer Loyalty and Profitability. New York, NY: 

Routledge. 

Rather, R. A., & Hollebeek, L. D. (2019). Exploring and validating social identification and 

social exchange-based drivers of hospitality customer loyalty. International Journal of 

Contemporary Hospitality Management, 31(3), 1432–1451. 

Rather, R. A., Hollebeek, L. D., & Islam, J. U. (2019). Tourism-based customer engagement: 

The construct, antecedents, and consequences. The Service Industries Journal, 39(7–8), 

519–540. 

Rather, R. A., Tehseen, S., Itoo, M. H., & Parrey, S. H. (2019). Customer brand identification, 

affective commitment, customer satisfaction, and brand trust as antecedents of 

customer behavioral intention of loyalty: An empirical study in the hospitality sector. 

Journal of Global Scholars of Marketing Science, 29(2), 196–217. 

Raouf Ahmad Rather (2020) Customer experience and engagement in tourism destinations: the 

experiential marketing perspective, Journal of Travel & Tourism Marketing, 37:1, 15-

32, DOI: 10.1080/10548408.2019.1686101 

Riduwan. (2009). Metode & Teknik Menyusun Proposal Penelitian. 2nd ed. Bandung: CV 

ALFABETA. 

Saskya Mary Soemartojo. (2021). Pengaruh Karakteristik Pasien 4 Diagnosis Penyakit Rawat 

Inap dengan Biaya Tertinggi di PT Asuransi ABC Terhadap Biaya R. Xplore: Journal 

of Statistics. 10(1), pp.70-87. 



 

 

Schmitt, B. (2019). Customer experience management: A revolutionary approach to 

connecting with your customers. John Wiley & Sons. 

Shahijan, M. K.,Rezaei., & Amin. (2018). Qualities Of Effective Cruise Marketing Strategy: 

Cruisers’ Experience, Service Convenience, Values, Satisfaction And Revisit Intention. 

International Journal of Quality & Reliability Management, 35 (10), 2304-2327. 

Situmorang, S.B. (2021). The Role of Customer Brand Engagement on Brand Loyalty in the 

Usage of Virtual Hotel Operator. The Role of Customer Brand Engagement on Brand 

Loyalty in the Usage of Virtual Hotel Operator. 177. p101-109 

Sohn, D., & Lee, H. (2020). An Investigation Of The Antecedents Of Consumers' Intention To 

Revisit Local Food Restaurants In Korea. Journal Of Hospitality & Tourism Research, 

44(7), 1149-1168. 

Sugiyono. (2015). Metode Penelitian Kombinasi (Mixed Methods), Bandung: Alfabeta, 

hal.121. 

Sugiyono. (2019). Metodelogi Penelitian Kuantitatif dan Kualitatif Dan R&D. Bandung: 

ALFABETA. 

Sukoco, Badri Munir. (2011). Pengaruh Pengalaman Dan Keterikatan Emosional Pada Merk 

Terhadap Loyalitas Konsumen. Jurnal Manajemen Teori dan Terapan. (3). 

Titiwiarti, Sakka A, Yunawati I. (2018). Suhadi. Studi Tentang Pengelolaan Program 

Pelayanan Antenatal Care Di Puskesmas Pasarwajo Kabupaten Buton Tahun 2017 . 

Jurnal Ilmiah Mahasiswa Kesehatan Masyarakat. 3(1):1–10. 

Triyana Ramadhani Hippy. (2012). Overview of characteristics participants PT X who using 

the outpatient care in insurance product XYZ.  Depok: Fakultas Kesehatan Masyarakat 

Universitas Indonesia. 

Tjiptono, Fandy. (2016). Service, Quality and Satisfaction. 4th ed. Yogyakarta: CV Andi 

Offset.  

Verhoef, P.C, et al.(2009). Customer Experience Creation: Determinants, Dynamics and 

Management Strategies. Journal of Retailing, 85(1), 31-41. 

Verhoef, P. C., Reinartz, W. J., & Krafft, M. (2010). Customer Engagement As A New 

Perspective In Customer Management. Journal of Service Research, 13(3), 247-252. 

Vivek, S. D., Beatty, S. E., & Dalela, V. (2014). Customer Engagement In Service. Journal of 

Service Research, 17(3), 322-335. 

Xiongzhi Wang, Xiangru Qin & Yongbo Zhou. (2020). A Comparative Study Of Relative Roles 

And Sequences Of Cognitive And Affective Attitudes On Tourists’ Proenvironmental 



 

 

Behavioral Intention, Journal of Sustainable Tourism, 28:5, 727-746, 

DOI:10.1080/09669582.2019.1704297. 

Yasni Y, Narmi N. (2020). Hubungan Marketing Mix Terhadap Kunjungan Ulang Pasien Di 

Poli Rawat Jalan Rumah Sakit Umum Bahteramas Provinsi Sulawesi Tengggara. Jurnal 

Keperawatan. 4(02). 

 

 

 


