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PENGARUH KUALITAS PELAYANAN, SARANA DAN PRASARANA
SERTA PHYSICAL EVIDENCE TERHADAP LOYALITAS PASIEN
RAWAT JALAN RSUD IBNU SINA KAB.GRESIK

Syamsul Arifin
Program Studi Manajemen, Fakultas Ekonomi, Universitas Gresik

ABSTRAK

Penelitian ini memiliki tujuan untuk meneliti dan membuktikan kualitas
pelayanan, sarana dan prasarana serta physical evidence terhadap loyalitas pasien
rawat jalan RSUD Ibnu Sina Kabupaten Gresik. Penelitian ini menggunakan
metode kuantitatif dalam pendekatan populasi dengan sampel sejumlah 91 pasien
di instalasi rawat jalan kemudian pengumpulan data dilakukan dengan kuesioner
Analisis data dalam penyusunan ini menggunakan metode deskriptif, uji validitas,
uji reliabilitas, uji asumsi klasik, analisis regresi berganda, uji hipotesis, analisa
korelasi, dan koefisien determinasi. Hasil dari penelitian ini adalah kualitas
pelayanan, sarana dan prasarana serta physical evidence berpengaruh secara
parsial dan simultan terhadap loyalitas pasien rawat jalan RSUD Ibnu Sina
kabupaten Gresik.

Kata Kunci : kualitas pelayanan, sarana dan prasarana, physical evidence,
loyalitas pasien
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THE INFLUENCE OF SERVICE QUALITY, FACILITIES AND
INFRASTRUCTURE AND PHYSICAL EVIDENCE ON PATIENT LOYALTY
IN OUTPATIENT IBNU SINA HOSPITAL, KAB.GRESIK

Syamsul Arifin
Management Study Program, Faculty of Economics, Gresik University

ABSTRACT

This study aims to examined and proved the quality of service, facilities and
infrastructure as well as physical evidence on the loyalty of outpatients at the
Ibnu Sina Hospital, Gresik Regency. This study used quantitative methods in a
population approach and a sample of 91 patients in outpatient installations and
then data collection was carried out using questionnaires. Data analysis in this
compilation used descriptive methods, validity tests, reliability tests, classical
assumption tests, multiple regression analysis, hypothesis testing, analysis
correlation, and coefficient of determination. The results of this study were the
quality of service, facilities and infrastructure as well as physical evidence
partially and simultancously affect the loyalty of outpatients at the lbnu Sina
Hospital, Gresik district.

keywords : service quality, facilities and infrastructure, physical evidence,
patient loyalty.
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