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ABSTRACT 
 

Introduction: The quality of service assessed by patients is an important basis for determining patient satisfaction and loyalty. This study aims to determine the 
factors associated with the loyalty of inpatients at the South Gunungsitoli Public Health Center. Methodology: This is a cross-sectional study conducted among 
patients receiving inpatient health services at the South Gunungsitoli Public Health Center, Gunungsitoli City, Nias, Indonesia. Public Health Center is a first-
level health service that provides basic services for patients, both outpatient and inpatient. Results: There are 61% of respondents stated that health services at 
South Gunungsitoli Public Health Center are of good quality and service image is in a good category. Aspects of satisfaction, there are 66.7% of patients are 
satisfied with the health services that have been received. Aspects of loyalty there are 64.4% of loyal respondents. There is a relationship between service 
quality, service image, patient satisfaction, and loyalty of inpatients at the South Gunungsitoli Public Health Center. Conclusion: This study showed that the 
service quality,  the image of the Public Health Center, and patient satisfaction are related to the loyalty of inpatients at the South Gunungsitoli Public Health 
Center. 
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INTRODUCTION 
 

The world of health in Indonesia is currently experiencing a transition 
period from a fully social institution to a business institution so health 
services are often referred to as socio-economic institutions [1]. This 
is of course a polemic in itself for health services as a social 
institution that is faced with an economic situation, even though 
health service organizations must continue to prioritize social aspects 
rather than financial aspects [2]. This is due to the not optimal quality 
of health services in the country (Indonesia), the reason for a large 
number of Indonesians' lack of adequate health facilities and less 
than optimal services, and other reasons why many Indonesian 
patients seek medical treatment abroad because they think that 
Indonesian health workers are often wrong. in diagnosing [3]. so 
many patients who come from Indonesia seek treatment abroad, one 
of which is in Malaysia [4]. Good health service quality is the key to 
the success of health service providers.  The quality of service 
assessed by patients is an important basis for determining patient 
satisfaction and loyalty. Patient satisfaction as an indicator of service 
outcome services will determine the success of service and quality of 
service in the hospital [5]. The dimensions for assessing patient 
loyalty according to Arab, et al [6] are positive word of mouth about 
health services, recommending health services to others, and a 
desire to reuse hospital services. This dimension of loyalty has an 
impact on the loyalty of as much as 54.8% of patients in the hospital, 
and as much as 45.2% of patient loyalty is influenced by other factors 
outside the dimension of loyalty [7]. The most influential factors 
related to patient loyalty are the quality of services and healthcare 
facilities [8]. In line with this, there is a relationship between patient 
loyalty and service quality, and the image of healthcare facilities. 
From this source, it can be said that service quality, patient 
satisfaction, and the image of the Public Health Center are factors 
related to patient loyalty to a health facility [9]. 
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During the period 2019-2021, the utilization of inpatient services at 
the South Gunungsitoli Public Health Center decreased. It can be 
seen that in 2019 there were 160 patients, in 2000 there were 142 
patients, and in 2001 there were 99 patients. At the same time, data 
from the Gunungsitoli City Health Office shows that in general an 
increase in the number of inpatient use of Public Health Centers in 
Gunungsitoli City, namely 10,321 visits in 2019, 12,547 in 2020, and 
as many as 14,345 visits in 2021. The initial survey conducted by the 
author showed that most of the inpatients at the South Gunungsitoli 
Public Health Center were the first patients to be hospitalized at the 
South Gunungsitoli Public Health Center. This means that only a 
small proportion are old patients (patients who have also been treated 
before). When this phenomenon fell in love with an officer at the 
South Gunungsitoli Public Health Center, the author got the answer 
that most of the diseases that could have been handled by the South 
Gunungsitoli Public Health Center turned out to be the patients who 
immediately asked for help to Dr Thomson Nias General Hospital. 
One of the patients I met during the initial survey stated that the 
reason for not being given at the South Gunungsitoli Public Health 
Center was because the quality of service was still not satisfactory. 
The unsatisfactory quality of service includes officers providing 
services immediately, accurately, and satisfactorily, responsiveness, 
doubts about improvement, communication with health workers, 
employee equipment, and communication facilities that support 
providing a service. On the other hand, the patient said that the image 
of Dr. Thomson Nias Hospital was still better than that of the South 
Gunungsitoli Public Health Center. This shows that there is a high 
probability that there is a relationship between patient dissatisfaction 
and the number of visits that have decreased due to the less-than-
optimal quality of service. This research was related to the effect of 
service quality, the image of the South Gunungsitoli Public Health 
Center, and patient satisfaction related to loyalty. 
 

 
 



METHODOLOGY 
 
This is a cross-sectional study conducted among patients receiving 
inpatient health services at the South Gunungsitoli Public Health 
Center, Gunungsitoli City, Nias, Indonesia. Public Health Center is a 
first-level health service that provides basic services for patients, both 
outpatient and inpatient. The study was conducted between March 
and August 2022. All variables were assessed using a structured 
observer questionnaire which was administered. Service quality is 
assessed using the health center service quality standard which 
includes administration, inpatient services, medical services, medical 
support services, and drug services. The image of the South 
Gunungsitoli Public Health Center is assessed by asking about 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

perceptions about the image of the South Gunungsitoli Public Health 
Center and patient satisfaction is assessed in 5 indicators, namely 
reliability, responsiveness, assurance, empathy, and tangibles. 
Loyalty is assessed by recommending South Gunungsitoli Public 
Health Center services to others, and by a desire to reuse hospital 
services. Each question is provided with an answer on a Likert scale. 
All information was organized into tables and data were analyzed 
using the Chi-Square Test level set at p<0.05. 
 

RESULTS 
 
Univariate analysis in this study includes service quality, service 
image, patient satisfaction, and patient loyalty. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Table 1: Frequency Distribution of Research Variables 
 

No Variable  Frequency (n) Percentage (%) 

1 Services Quality   
 Good Frequency 55 61.1 
 Poor Frequency 35 38.9 
2 Service Image   
 Good Frequency 55 61.1 
 Poor Frequency 35 38.9 
3 Patien’s Satisfaction   
 Good Frequency 60 66.7 
 Poor Frequency 30 33,3 
4 Loyalty   
 Good Frequency 58 64.4 
 Poor Frequency 32 35,6 

 

 

The data in Table 1 shows that respondents' perceptions of service quality and service image at South Gunungsitoli Public Health Center 
are 61% qualified and 38.9% are not qualified. The aspect of patient satisfaction with the services received, 66.7% of respondents were 
satisfied with the services at South Gunungsitoli Public Health Center and 33.3% were dissatisfied. The data in the table also shows that 
64.4% of respondents are loyal to health services at South Gunungsitoli Public Health Center and 35.6% are disloyal. 
 

Table 2: Service Quality and Patient Loyalty 
 

 Patient Loyalty Total  

Good Poor p-value 
n % n % n %  

Service Quality Good n 46 83.6 9 16.4 55 100.0 0.00 
Poor n 12 34.3 23 65.7 35 100.0 

Total  58 - 32 - 90 - 
 

 
 

Based on Table 2, it can be seen that of the 55 respondents who have the perception that health services at the South Gunungsitoli Public 
Health Center are of quality, there are 83.6% have loyalty in the sense that they will return to using the services at the South Gunungsitoli 
Public Health Center and only 16.4% who do not. loyal; On the other hand, of the 35 respondents who have the perception that health 
services at the South Gunungsitoli Public Health Center are not of high quality, 34.3% have loyalty and most (65.7%) are disloyal in the 
sense that they will not use the services at the South Gunungsitoli Public Health Center again. Furthermore, based on the results of 
hypothesis testing using the Chi-Square test, the p-value = 0.00 or p <0.05. This shows that there is a relationship between service quality 
and the loyalty of inpatients at the South Gunungsitoli Public Health Center. 

 
Table 3: Service Image and Patient Loyalty  

 

 Patient Loyalty Total p-value 

Good Poor 
n % n % n %  

Service Image Good n 43 78.2 12 21.8 55 100.0 0,01 
Poor n 15 42.9 20 57.1 35 100.0 

 

Total  58  32  90 
 

  
 

Based on Table 3, it can be seen that of the 55 respondents who have a good perception that the image of the South Gunungsitoli Public 
Health Center is good, 78.2% have loyalty in the sense that they will return to use the services at the South Gunungsitoli Public Health 
Center and only 21.8% are disloyal; On the other hand, of the 35 respondents who have a perception that the image of the South 
Gunungsitoli Public Health Center is not good, there are 42.9% who have loyalty and most (57.1%) are disloyal in the sense that they will 
not use the services at the South Gunungsitoli Public Health Center again. Furthermore, based on the results of hypothesis testing using the 
Chi-Square test, the p-value = 0.01 or p <0.05. This shows that there is a relationship between the image of the South Gunungsitoli Public 
Health Center and the loyalty of inpatients at the South Gunungsitoli Public Health Center 
 

International Journal of Innovation Scientific Research and Review, Vol. 04, Issue 11, pp.3551-3554 November 2022                                                                                 3552 



 
 
 
 
 
 
 
 
 
Based on Table 4, it can be seen that of the 60 respondents who 
were satisfied with the services at the South Gunungsitoli Public 
Health Center, 80.0% had loyalty in the sense that they would return 
to using the services at the South Gunungsitoli Public Health Center 
and only 20.08% were disloyal; On the other hand, 33.3% of the 30 
respondents who were dissatisfied with the services at the South 
Gunungsitoli Public Health Center had loyalty and most (66.7%) were 
disloyal in the sense that they would not use the services at the South 
Gunungsitoli Public Health Center again. Furthermore, based on the 
results of hypothesis testing using the Chi-Square test, the p-value = 
0.00 or p <0.05. This shows that there is a relationship between 
patient satisfaction and loyalty of inpatients at the South Gunungsitoli 
Public Health Center  

 
DISCUSSION 
 
Relationship between Service Quality and Patient Loyalty 
 

The results of this study indicate that there is a relationship between 
service quality and loyalty of inpatients at the South Gunungsitoli 
Public Health Center. The results of this study are in line with the 
results of research by Ertika, et al [10], Susi [11], Adelina, et al [12], 
Ketut [13], and Dani [14] which prove there is a relationship between 
service quality and patient loyalty. The quality of service at South 
Gunungsitoli Public Health Center is a service activity provided by the 
South Gunungsitoli Public Health Center that can meet the desires, 
expectations, and needs and can provide satisfaction for patients and 
their families as service users [15]. When examined further, based on 
respondents' answers, several things cause patient disloyalty, both in 
terms of service quality, service image, and patient satisfaction. 
Complaints from the aspect of service quality are mostly the 
responsiveness and empathy of officers who are still lacking. From 
the service image aspect, South Gunungsitoli Public Health Center 
has not been able to properly translate the expectations of the 
community by presenting itself as a Public Health Center with the 
best quality of service provided to patients. Likewise, from the aspect 
of patient satisfaction, most of them think that South Gunungsitoli 
Public Health Center employees provide services that are unfair and 
still view social status. As stated by Supriyono [16], a healthcare 
provider must be able to provide good and correct service to his 
patients so that his patients feel satisfied with the quality of service at 
the Puskesmas, quality is the overall characteristics and 
characteristics of a product that has influenced the ability to satisfy 
the stated or implicitly. 
 
Relationship between Puskesmas Image and Patient Loyalty 
 
The results of this study indicate that there is a relationship between 
service image at South Gunungsitoli Public Health Center and patient 
loyalty. These results are in line with the results of research by Inti, et 
al [17], Aswin, et al [18], Rusmiati, et al [19], Hafid [20], and Afrizal 
and Suhadi [21] which have proven a relationship between service 
quality, service image, and patient loyalty. Quoting Yunida's opinion 
[22], the service image at the South Gunungsitoli Public Health 
Center is what patients and their families think about as consumers of 
health services about health care products received at South  

 
 
 
 
 
 
 
 
 
Gunungsitoli Public Health Center, including perceptions and 
attitudes as reaction to these services. For South Gunungsitoli Public 
Health Center, a good service image is necessary. The service image 
of the South Gunungsitoli Public Health Center is a set of beliefs, 
ideas, and messages that are owned by the community who use 
health services at the South Gunungsitoli Public Health Center 
towards the health services provided. The dynamics of the 
development and progress of the South Gunungsitoli Public Health 
Center depend on the extent to which the health services provided 
are of high quality. Therefore, South Gunungsitoli Public Health 
Center should provide quality services to achieve patient satisfaction 
which breeds customer loyalty. As Ashar [23] states, 3 things can 
distinguish images between various brands that are evaluated by 
consumers which can increase the possibility of making purchasing 
decisions for a brand, namely: favorability of brand association, 
Strength of brand association, and Uniqueness of brand association. 
Patients can create brand associations based on product attributes, 
product benefits, and overall evaluation or attitude toward the brand 
of South Gunungsitoli Public Health Center. 
 

Relationship between Patient Satisfaction and Patient Loyalty 
 

The results of this study indicate that there is a relationship between 
patient satisfaction and loyalty of inpatients at the South Gunungsitoli 
Public Health Center. These results are in line with the results of 
research conducted by Multia, et al [24], Isnurrini [25], Sri, et al [26], 
Emma [27], and Septi [28], showing a relationship between patient 
satisfaction and loyalty. Patient satisfaction is a person's feelings of 
pleasure or disappointment that arise after comparing expectations 
and reality. If the performance is below the customer's expectations, 
the customer is not satisfied, if it meets the expectations of the 
satisfied customer, as Aji [29] said that satisfaction is a condition that 
is felt by the consumer after he receives a service that meets his 
expectations. Quoting Irene's opinion quoted by Aji [29], there are 
several benefits of increasing patient satisfaction, including it is a 
means to face competitors; is the best promotion; is the company's 
most important asset; ensures the growth and development of service 
organizations; customers are increasingly critical in choosing 
products; satisfied customers will be loyal, and satisfied customers 
will recommend the organization to those in need. Patient satisfaction 
with the services received at South Gunungsitoli Public Health Center 
is a patient's response to the fulfillment of their needs and 
expectations. This is a patient's assessment of the products and 
services at the South Gunungsitoli Public Health Center which is a 
reflection of the level of enjoyment obtained with the fulfillment of 
needs and expectations [30]. 
 

CONCLUSION  
 
This study showed that the service quality,  the image of the Public 
Health Center, and patient satisfaction are related to the loyalty of 
inpatients at the South Gunungsitoli Public Health Center. 
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Table 4: Service Satisfaction and Patient Loyalty 
 

 Patient Loyalty Total p-value 

Good Poor 
n % n % n %  

Service Satisfaction Good n 48 80.0 12 20.0 60 100.0 0.00 
 Poor n 10 33.3 20 66.7 30 100.0 

 

Total  58  32  90 
 

  

 

International Journal of Innovation Scientific Research and Review, Vol. 04, Issue 11, pp.3551-3554 November 2022                                                                                 3553 



Conflict of interest  
 

The authors hereby declare no conflict of interest. 
 

REFERENCES 
 
1. Sitohang, E.. Prinsip hukum dalam tata kelola rumah sakit. 

Yuridika, Indonesia, 2014; 29(1):83–99. 
2. Liputan6.com. DPR: Rumah Sakit Tak Boleh Abaikan Aspek 

Sosial dan Kemanusiaan-Health Liputan6.com. Available online 
at:  http://health.liputan6.com/read/3089994/dpr-rumahsakit-tak-
boleh-abaikan-aspek-sosial-dan-kemanusiaan 

3. Marketeers.com. Siloam Hospital Sasar Pasien Indonesia Yang 
Berobat ke Luar Negeri. Available online at: 
http://marketeers.com/siloam-hospital-sasar-pasien-indonesia-
yangberobat-ke-luar-negeri/ 

4. Budiwan, V. The Understanding of Indonesian Patients of 
Hospital Service Quality in Singapore. Procedia -Social and 
Behavioral Sciences UiTM Sarawak Procedia -Social and 
Behavioral Sciences, 2016; 224:176–183 

5. Mohd, Surg Lt Cdr Athar, and Brig Abhijit Chakravarty. Patient 
Satisfaction with Services of the Outpatient Deprtement, 
Medical Journal Armed Forces India 2014; 70:237–242. 

6. Arab, M et al. The Effect of Service Quality on Patient Loyalty: 
A Study of Private Hospitals in Tehran, Iran, 2012; 41(9):      
71–77. 

7. Yarmen, Medi et al. Investigating Patient Loyalty: An Integrated 
Framework for Trust, Subjective Norm, Image, and Perceived 
Risk (a Case Study in Depok, Indonesia), International Journal 
of Quality and Service Sciences 2016; 8(2):179–196 

8. Sharon, L. G., & Santoso, S. B. Analisis Pengaruh Kualitas 
Layanan, Fasilitas, Citra Rumah Sakit, Kepuasan Pasien Dalam 
Rangka Meningkatkan Loyalitas Pasien (Studi Pada Pasien 
Rawat Inap RSUD Tugurejo Semarang. Diponegoro Journal of 
Management, 2017; 6(3),355–366.  

9. David, Dewanto, A., & Rochman, F.. Pengaruh Brand Image 
terhadap Perceived Service Quality, Kepuasan, dan Loyalitas, 
Jurnal Aplikasi Manajemen, 2014; 12(4). 

10. Ertika Sekar Ningrum Jayadipraja, Junaid, dan Wa Ode Sitti 
Nurzalmariah,. Hubungan Kualitas Pelayanan terhadap 
Loyalitas Pasien Rawat Inap Umum di Rumah Sakit Umum 
Daerah Kota Kendari, Indonesian Journal of Healath and 
Medical, 2020; 1 (2) 

11. Susi Amenta Peranginangin. Hubungan Kualitas Pelayanan 
dengan Loyalitas Pasien Rawat Jalan di Rumah Sakit Umum 
Mitra Sejati Medan, Jurnal Berkala Kesehatan, 2017; 3 (2) 8-85 

12. Adelina Fitri, Najmah,  dan Asmaripa Ainy. Hubungan Kualitas 
Pelayanan dengan Loyalitas Pasien di Instalasi Rawat Jalan 
Rumah Sakit Khusus Mata Provinsi Sumatera Selatan, Jurnal 
Ilmu Kesehatan Masyarakat, 2016; 7(1):22-31 

13. Ketut Gunawan. Kualitas Layanan dan Loyalitas Pasien (Studi 
pada Rumah Sakit Umum Swasta di Kota Singaraja–Bali), 
Jurnal Manajemen dan Kewirausahaan, 2016; 13 (1) 32-39 

14. Dani Suryaningrat. Hubungan Kualitas Pelayanan terhadap 
Loyalitas Pasien melalui Kepuasan Sebagai Variabel 
Intervening dalam Pelayanan Kesehatan  (Studi Kasus di 
Rumah Sakit Yarsi Pontianak),  Jurnal Ilmiah Ibnu Sina, 2018; 
3(1):115-124 

15. Azwar, A. Pengantar Administrasi Kesehatan, Edisi Ketiga, 
Book, Jakarta: Binarupa Askara, 1996 

16. Supriyono. Analisis Pengaruh Kompetensi Tenaga Penjualan 
dan Kualitas Jasa Logistik terhadap Loyalitas Pelanggan, 
Tesis, 2018. Semarang: Universitas Diponegoro 

 
 

17. Inti Sriani, Hasmin Tamsah, dan Abubakar Betan. Pengaruh 
Citra dan Kualitas Layanan terhadap Kepuasan dan Loyalitas 
Pasien JKN di Puskesmas Caile Kabupaten Bulukumba, Yume: 
Journal of Management, 2019; 2(2): 2019 

18. Aswin Mukka Ipo, Murdjani Kamaluddin, Endro Sukotjo, 
Sudirman Zaid, Nursaban Rommy Suleman, dan Sinarwaty. 
Pengaruh Kualitas Layanan, Kepercayaan dan Citra 
Puskesmas terhadap Loyalitas Pasien Melalui Kepuasani, 
Jurnal Manajemen, Bisnis dan Organisasi (Jumbo), 2021; 5(2): 
74-89 

19. Rusmiati, Rasyidin Abdullah, dan Hasmin Tamsah. Pengaruh 
Kualitas Pelayanan, Fasilitas dan Citra terhadap Kepuasan 
Pasien di Puskesmas Solo Kabupaten Wajo, Available online 
at:  https://www.researchgate.net/publication/332220992 

20. Hafid. Analisis Hubungan Citra Pelayanan terhadap Loyalitas 
Pasien Poli Diabetes Mellitus Rumah Sakit Umum Dr. Soetomo 
Surabaya, Jurnal Ilmiah Kesehatan Media Husada,  2022; 1(1) 

21. Afrizal dan Suhadi. Pengaruh Kualitas Pelayanan, Citra Rumah 
Sakit dan Kepercayaan terhadap Kepuasan Pasien dan 
Implikasinya pada Loyalitas Pasien, JEM: Jurnal Ekonomi dan 
Manajemen STIE Pertiba Pangkalpinang, 2018; 4(1):70-86 

22. Yunida, M. E, Pengaruh Citra Rumah Sakit dan Kualitas 
Pelayanan Terhadap Loyalitas Pelanggan melalui Kepuasan 
Pelanggan. Yogyakarta: Universitas Negeri Yogyakarta, Book, 
2016 

23. Ashar, A. Analisis Hubungan antara Brand Image (Citra Merek) 
dengan Pemanfaatan Pelayanan Rawat Inap Rumah Sakit 
Umum Swasta di Kota Makassar, Book, 2016. Makasar: UIN 
Alauddin Makassar 

24. Multia Ranum Sari, Ilvana Ardiwirastuti, dan Berliana Septy 
Harviandani. Hubungan Kepuasan Pasien dengan Loyalitas 
Pasien di RSGM IIK Bhakti Wiyata Kediri, Jurnal Wiyata, 2020; 
7 (1) 

25. Isnurrini.  Analisis Kepuasan dan Loyalitas Pasien Rawat Jalan 
Pada Poliklinik Rumah Sakit Bersalin Kartini Jakarta Selatan,  
Cakrawala, 2017;  17 (1) 

26. Sri Wahyuningsih, Donal Nababan, dan Jasmen Manurung. 
Analisis Kepuasan dan Hubungannya dengan Loyalitas Pasien 
Rawat Inap di Rumah Sakit Umum Cut Meutia Kota Langsa, 
Journal of Healthcare Technology and Medicine, 2021; 7 (1) 

27. Emma Setiyo Wulan. Hubungan Kualitas Pelayanan dengan 
Kepuasan dan Loyalitas Pasien di Rawat Inap Amarilis Rumah 
Sakit Keluarga Sehat Pati, Jurnal Keperawatan dan Kesehatan 
Masyarakat, 2013; 2 (1) 

28. Septi Andrianti. Hubungan Kepuasan Pasien dengan Loyalitas 
Memanfaatkan Kembali Jasa Pelayanan Kesehatan di 
Puskesmas Sawah Lebar Kota Bengkulu, Jurnal Sains 
Kesehatan, 2017; 24(2) 

29. Aji, I. B. Hubungan Mutu Pelayanan dengan Kepuasan Peserta 
BPJS Pengguna Layanan Keluarga, Tesis,  2016. Purwokerto: 
Universitas Muhammadiyah Purwokerto 

30. Nostib, A. Hubungan antara Kepuasan dengan Loyalitas Pasien 
Rawat Inap di Rumah Sakit Andi Sulthan DG. Radja Kabupaten 
Bulukumba, Tesis, 2017, Makasar: Universitas Hasanuddin 

********* 

International Journal of Innovation Scientific Research and Review, Vol. 04, Issue 11, pp.3551-3554 November 2022                                                                                 3554 


