
DAFTAR PUSTAKA 

 
 
Afrizal, S., & Athallaisya Adinda, I. (2022). Clean and healthy living behavior in the family 

environment as a prevention of covid-19 in serang city. Pharmacology, medical reports, 
orthopedic, and illness details (comorbid), 1(1). 
https://doi.org/10.55047/comorbid.v1i1.35 

Agustina, E. (2020). Juridical analysis of the legal relationship between doctors and patients in 
health services. UNIFIKASI, 7(1). https://doi.org/10.25134/unifikasi.v7i1.2349 

Ahmadi, C., Hasnati, H., & Afrita, I. (2022). Pelimpahan wewenang secara delegatif kepada 
perawat terhadap tindakan sirkumsisi berdasarkan undang-undang nomor 38 tahun 2014 
tentang keperawatan. Journal of science and social research, 5(3), 602-608. 
https://doi.org/10.54314/jssr.v5i3.996 

Alamri, W. A. (2019). Effectiveness of qualitative research methods: interviews and diaries. 
International Journal of English and Cultural Studies, 2(1), 65-70. 
https://doi.org/10.11114/ijecs.v2i1.4302 

Almomani, R. Z. Q., Al-Ghdabi, R. R., & Hamdan, K. M. (2020). Patients’ satisfaction of 
health service quality in public hospitals: A PubHosQual analysis. Management Science 
Letters, 10(8), 1803-1812. https://doi.org/10.5267/j.msl.2019.12.038  

Amarantou, V., Chatzoudes, D., Kechagia, V., & Chatzoglou, P.D. (2019). The impact of 
service quality on patient satisfaction andrevisiting intentions: the case of public 
emergency departments. QualityManagement in Healthcare, 28(4), 200–208. 
https://doi.org/10.1097/QMH.0000000000000232   

Amir, N., & Damayanti, A. R. (2022). Legal aspects of medical practice implementation: 
disputes of code of ethics in handling patients health social security administering agency. 
Constitutional Law Society, 1(1), 62-77. https://doi.org/10.36448/cls.v1i1.23 

Bahrudin, L. (2022). Analysis of the difference in level of satisfaction of BPJS and non BPJS 
patients with outpatient services at the Tanjung Public Health Center. Prisma Sains : 
Jurnal Pengkajian Ilmu Dan Pembelajaran Matematika Dan IPA IKIP Mataram, 10(2), 
262-277. https://doi.org/10.33394/j-ps.v10i2.4949  

Biga, K., & Idji, R. A. (2022). Quality of service of sub-puskesmas in Bongohulawa Village, 
Limboto District, Gorontalo Regency. Journal La Sociale, 3(1), 13-23. 
https://doi.org/10.37899/journal-la-sociale.v3i1.605 

Badan Penyelenggaraan Jaminan Sosial Kesehatan. (2020). Info BPJS Kesehatan. https://bpjs-
kesehatan.go.id/bpjs/dmdocuments/d24d7ea84eb8beaf35b36a7a71584924.pdf    

Bornstein, M. H., Cluver, L., Deater-Deckard, K., Hill, N. E., Jager, J., Krutikova, S., Lerner, 
R. M., & Yoshikawa, H. (2022). The future of parenting programs: I design. Parenting 
22(3), 201-234. https://doi.org/10.1080/15295192.2022.2087040 

Caruana, A. (2002). Service loyalty: The effects of service quality and the mediating role of 
customer satisfaction. European Journal of Marketing, 36(7), 811 - 828. 
http://dx.doi.org/10.1108/03090560210430818   

Dewi, A. A. S., & Ernawati. (2023). The influence of BPJS health services quality on patient 
satisfaction at ciseng public medical centre. Journal of Social Science, 4(2), 555-560. 
https://doi.org/10.46799/jss.v4i2.554  

Fatima, T., Malik, S.A. and Shabbir, A. (2018). Hospital healthcare service quality, patient 
satisfaction and loyalty: An investigation in context of private healthcare 
systems, International Journal of Quality & Reliability Management, 35(6), 1195-
1214. https://doi.org/10.1108/IJQRM-02-2017-0031 

Giday, B.G. (2017). Perceived service quality and patients’ satisfaction: the case of Wolaita 

https://doi.org/10.55047/comorbid.v1i1.35
https://doi.org/10.25134/unifikasi.v7i1.2349
https://doi.org/10.54314/jssr.v5i3.996
https://doi.org/10.11114/ijecs.v2i1.4302
https://doi.org/10.1097/QMH.0000000000000232
https://doi.org/10.36448/cls.v1i1.23
https://doi.org/10.33394/j-ps.v10i2.4949
https://doi.org/10.37899/journal-la-sociale.v3i1.605
https://bpjs-kesehatan.go.id/bpjs/dmdocuments/d24d7ea84eb8beaf35b36a7a71584924.pdf
https://bpjs-kesehatan.go.id/bpjs/dmdocuments/d24d7ea84eb8beaf35b36a7a71584924.pdf
https://doi.org/10.1080/15295192.2022.2087040
https://doi.org/10.46799/jss.v4i2.554
https://www.emerald.com/insight/search?q=Taqdees%20Fatima
https://www.emerald.com/insight/search?q=Shahab%20Alam%20Malik
https://www.emerald.com/insight/search?q=Asma%20Shabbir
https://www.emerald.com/insight/publication/issn/0265-671X
https://doi.org/10.1108/IJQRM-02-2017-0031


Sodo University Teaching Hospital. European Journal of Business and 
Management, 9(4), 140-147.  

Gill, L. and White, L. (2009). A critical review of patient satisfaction. Leadership in Health 
Services, 22(1), 8-19. https://doi.org/10.1108/17511870910927994 

Globenko, A., Sianova, Z. (2012). Service quality in healthcare: quality improvement 
initiatives through the prism of patients’ and providers’ perspectives (Master's Thesis, 
Umeå School of Business and Economics).  
https://urn.kb.se/resolve?urn=urn:nbn:se:umu:diva-57078  

Hair, J., Hult,T., Ringle,C.,Sarstedt,M. (2014). A Primer on Partial Least Squares Structural 
Equation Modeling (PLS-SEM). Thousand Oaks, CA: Sage Publications,Inc. 

Hair, J. F., Sarstedt, M., Ringle, C. M., & Gudergan, S. P. (2018). Advanced Issues in Partial 
Least Squares Structural Equation Modeling (PLS-SEM). Thousand Oaks, CA: Sage. 

Harahap, M. A. K. (2020). Analisis Kunjungan Pasien BPJS 2014-2018 Untuk Proyeksi 
Kunjungan Rawat Jalan 2019-2020 Di Puskesmas Cikampak Labuhanbatu Selatan 
Dengan Arima. Skripi FKM Universitas Sumetera Utara. 

Herman, H., Sudirman, S., & Nizmayanun, N. (2014). Hubungan kualitas pelayanan kesehatan 
dengan kepuasan pasien rawat jalan di puskesmas Lembasada kabupaten Donggala. 
PREVENTIF: Jurnal Kesehatan Masyarakat, 5(2), 22-35.  

Henseler, J., Ringle, C. M., & Sarstedt, M., (2012). In S. Okzaki (Ed.), Handbook of research 
in international advertising Using partial least squares path modeling in international 
advertising research: Basic concepts and recent issues.  
Handbook of Research on Internation Advertising. London: Edward Elgar Publishing. 
https://doi.org/10.4337/9781781001042.00023  

Henseler, J., Ringle, C. M., & Sarstedt, M. (2016). Testing measurement invariance of 
composites using partial least squares. International Marketing Review, 33(3), 405-431. 
https://doi.org/10.1108/IMR-09-2014-0304  

Hidayat, E. (2021). Implementasi kebijakan dana desa untuk penanggulangan pandemi covid-
19 di sampang. Soetomo Communication and Humanities, 2(1), 126-
136.  https://doi.org/10.25139/sch.v2i1.3165  

Huda, A., & Setyowardhani, H. (2023). Analisis hubungan antara Eco SERVQUAL dan 
customer satisfaction dengan peran moderasi gender, serta revisit intention pada Green 
Hotel di Indonesia. Jurnal Akuntansi Dan Manajemen, 20(1), 22-38. 
https://doi.org/10.36406/jam.v20i01.844 

Ismael, K., Duleba, S. (2021). Investigation of the Relationship between the perceived public 
transport service quality and satisfaction: A PLS-SEM Technique. Sustainability, 13(23), 
1-20. https://doi.org/10.3390/su132313018 

Jaya, M.T.B.S, Ambarita, A (2016). Statistik Terapan dalam Pendidikan. Yogyakarta: Media 
Akademi. 

Kurniawan, Y., Pujianto, A., & Andayani, S. (2015). Analisis perbedaan pelayanan kesehatan 
pada pasien BPJS dan pasien umum (Non BPJS). Jurnal Dinamika Administrasi Bisnis, 
1(1), 1-14.                                               https://jurnal.untag-
sby.ac.id/index.php/adbis/article/view/2284  

Li, Y., & Dou, D. (2022). The influence of medical insurance on the use of basic public health 
services for the floating population: the mediating effect of social integration. 
International Journal for Equity in Health, 21(15), 1-7. https://doi.org/10.1186/s12939-
022-01623-6 

Malhotra, Naresh K. (2010). Marketing Research an Applied Orientation, 6th ed. 
Pearson/Prentice Hall. 

Mardiyanti, S., Rahayu, D., Karbito, A., & Adyas, A. (2021). Management of free health 
services in hospital. Indonesian Journal of Global Health Research, 3(3), 341-352. 

https://doi.org/10.1108/17511870910927994
https://www.pls-sem.com/
https://www.pls-sem.com/
https://doi.org/10.4337/9781781001042.00023
https://doi.org/10.1108/IMR-09-2014-0304
https://doi.org/10.25139/sch.v2i1.3165
https://doi.org/10.36406/jam.v20i01.844
https://doi.org/10.3390/su132313018
https://jurnal.untag-sby.ac.id/index.php/adbis/article/view/2284
https://jurnal.untag-sby.ac.id/index.php/adbis/article/view/2284


https://doi.org/10.37287/ijghr.v3i3.525 
Moghaddam, M. A. A., Zarei, E., Bagherzadeh, R., Dargahi, H., & Farrokhi, P. (2019). 

Evaluation of service quality from patients’ viewpoint. BMC Health Services Research, 
19(1), 1-7. https://doi.org/10.1186/s12913-019-3998-0  

Parasuraman, A., Zeithaml, V. A. & Berry, L. L. (1985). A conceptual model of service quality 
and its implications for future research. Journal of Marketing, 49(4), 41-50. 
https://doi.org/10.1177/002224298504900403  

Parasuraman, A., Ziethamil, V. A., & Berry, L. L. (1988). SERVQUAL a multiple-item scale 
for measuring consumer perceptions of service quality. Journal of Retailing, 64(1), 12–
40. https://www.researchgate.net/publication/225083802  

Parasuraman, A., Zeithaml, V. A. & Berry, L. L. (1994). Alternative scales for measuring 
service quality: A comparative assessment based on psychometric and diagnostic criteria. 
Journal of Retailing, 70(3), 201-230. https://doi.org/10.1016/0022-4359(94)90033-7 

Peraturan Menteri Kesehatan Republik Indonesia No.75 tahun 2014 tentang Pusat Kesehatan 
Masyarakat. Jakarta: Kementrian Kesehatan RI 

Pramesty, S., & Cokki, C. (2020). Kesenangan Hedonis terhadap Keterlibatan Pelanggan, 
Mediasi: Kepercayaan Merek dan Kecintaan Merek. Jurnal Manajerial Dan 
Kewirausahaan, 2(3). https://doi.org/10.24912/jmk.v2i3.9594  

Prasetiawan, M. J., Mulyadi, D. E., & Aliftitah, S. (2019). Pemahaman tentang hak dan 
kewajiban peserta Bpjs kesehatan di Puskesmas Ganding Sumenep. Journal Of Health 
Science (Jurnal Ilmu Kesehatan), 4(2), 24-36. https://doi.org/10.24929/jik.v4i2.708 

Priadana, H. M. S., & Sunarsi, D. (2021). Metode Penelitian Kuantitatif. Pascal Books. 
Rahmawati, B. D. (2020). Usability testing pada aplikasi mobile JKN BPJS kesehatan 

menggunakan domain specific inspection. J@ti Undip : Jurnal Teknik Industri, 15(1), 
46-41. https://doi.org/10.14710/jati.15.1.46-51 

Rambey, H., Satria, B., Simarmata, M., Parinduri, A. I., & Tarigan, E. A. (2021). Perbedaan 
tingkat kepuasan pasien umum dan pasien dengan badan penyelenggaraan jaminan 
sosial. Jurnal Kesmas dan Gizi, 3(2), 238-244. https://doi.org/10.35451/jkg.v3i2.692  

Repiso-Jiménez, J. B., Millán-Cayetano, J. F., Salas-Márquez, C., Correa-Ruiz, A., & Rivas-
Ruiz, F. (2020). Lymphogranuloma Venereum in a Public Health Service Hospital in 
Southern Spain: A Clinical and Epidemiologic Study. Actas Dermo-Sifiliograficas, 
111(9), 743-751. https://doi.org/10.1016/j.ad.2020.02.006 

Ringle, Christian M., Wende, Sven, & Becker, Jan-Michael. (2022). SmartPLS 4. 
Oststeinbek: SmartPLS. Retrieved from https://www.smartpls.com 

Rummiati, R. (2019). Perbandingan Kualitas Pelayanan Pasien BPJS PBI dan Non PBI di 
Rumah Sakit Daerah (Undergraduate Thesis, Universitas Muhammadiyah Yogyakarta). 
http://repository.umy.ac.id/handle/123456789/31011 

Saragih, A. A. A., Manalu, E. D., & Ariani, P. (2020). Analisis perbedaan kualitas pelayanan 
pada pelayanan pasien BPJS dan pasien umum di unit rawat inap RSUD Tuan Rondahaim 
Pematang Raya. Jurnal Inovasi Kesehatan Masyarakat, 2(1), 144-152. 
https://doi.org/10.36656/jikm.v2i1.465 

Sekaran, Uma, Bougie, and Roger. (2013). Research methods for business (6th ed.). United 
Kingdom: Jhon Wiley & Sons Ltd. 

Septian, E. D. (2022). Kewajiban BPJS Kesehatan dalam Pemberian Pelayanan Telekonsultasi 
Klinis yang Dilakukan Antara Dokter dan Pasien BPJS. Verdict: Journal of Law Science, 
1(1), 37-49.  

Shabbir, A., Malik, S. A., & Malik, S. A. (2016). Measuring patients’ healthcare service quality 
perceptions, satisfaction, and loyalty in public and private sector hospitals in Pakistan. 
International Journal of Quality & Reliability Management, 33(5), 538-557. 
https://doi.org/10.1108/IJQRM-06-2014-0074 

https://doi.org/10.37287/ijghr.v3i3.525
https://doi.org/10.1186/s12913-019-3998-0
https://doi.org/10.1177/002224298504900403
https://www.researchgate.net/publication/225083802
http://dx.doi.org/10.1016/0022-4359(94)90033-7
https://doi.org/10.24912/jmk.v2i3.9594
https://doi.org/10.24929/jik.v4i2.708
https://doi.org/10.14710/jati.15.1.46-51
https://doi.org/10.35451/jkg.v3i2.692
https://doi.org/10.1016/j.ad.2020.02.006
https://www.smartpls.com/
http://repository.umy.ac.id/handle/123456789/31011
https://doi.org/10.36656/jikm.v2i1.465
https://doi.org/10.1108/IJQRM-06-2014-0074


Shie, A.-J., Huang, Y.-F., Li, G.-Y., Lyu, W.-Y., Yang, M., Dai, Y.-Y., … Wu, Y. J. (2022). 
Exploring the relationship between hospital service quality, patient trust, and loyalty 
from a service encounter perspective in elderly with chronic diseases. Frontiers in Public 
Health, 10, 1-17. https://doi.org/10.3389/fpubh.2022.876266  

Sofiana, M., Wahyuni, R., & Supriyadi, E. (2020). Studi komparasi kepuasan pasien BPJS dan 
non BPJS pada mutu pelayanan pendaftaran Puskesmas Johar Baru Jakarta Pusat. 
Abiwara : Jurnal Vokasi Administrasi Bisnis, 1(2), 93–110. 
https://doi.org/10.31334/abiwara.v1i2.797 

Supandri, O., Ketaren, O., & Veronika, L. R. (2019). Perbedaan kualitas pelayanan pada pasien 
bpjs dan pasien umum rawat inap di rumah sakit muhamadiyah medan tahun 2019. 
Jurnal Ilmiah Simantek, 3(3), 48-60. 
https://simantek.sciencemakarioz.org/index.php/JIK/article/view/71  

Susanti, R., & Palapessy, V. E. D. (2021). The comparison of service quality for bpjs and non 
bpjs users in Batam health facilities. International Journal of Science, Technology & 
Management, 2(6). 2260-2226. https://doi.org/10.46729/ijstm.v2i6.400 

Suyatna, A. (2017). Uji Statistik Berbantuan SPSS untuk Penelitian Pendidikan; Menggunakan 
Pendekatan Kasus Penelitian Pendidikan. Media Akademi.   

Tariku, A., Berhane, Y., Worku, A., Biks, G. A., Persson, L. Å., & Okwaraji, Y. B. (2022). 
Health postservice readiness and use of preventive and curative services for suspected 
childhood pneumonia in Ethiopia: A cross-sectional study. BMJ Open, 12(4), 1-11. 
http://dx.doi.org/10.1136/bmjopen-2021-058055 

Indonesia. Undang-Undang Nomor 24 Tahun 2011 tentang Badan Penyelenggara Jaminan 
Sosial (BPJS). 

Indonesia. Undang-Undang Nomor 25 Tahun 2004 tentang Sistem Perencanaan 
Pembangunan Nasional. 

Wahyono, M. H., Novi Marchianti, A. C., & Viphindrartin, S. (2018). Mutu dimensi jaminan 
pelayanan kesehatan dalam peningkatan kepuasan pelanggan di RSU DR. H. Koesnadi 
Bondowoso. Multidisciplinary Journal, 1(1), 1-5. 
https://doi.org/10.19184/multijournal.v1i1.8585 

Wurth, B., Stam, E., & Spigel, B. (2022). Toward an entrepreneurial ecosystem research 
program. Entrepreneurship: Theory and Practice, 46(3), 729-778. 
https://doi.org/10.1177/1042258721998948 

Yesilda, F., Direktor, E. (2010). Health care service quality: A comparison of public and private 
hospitals.  African Journal of Business Management, 4(6), 962–971. Retrieved from 
http://www.academicjournals.org/AJBM 

Yuan, Y., Li, J., Fu, P., Zhou, C., & Li, S. (2022). Association between frailty and inpatient 
services utilization among older adults in rural China: the mediating role of 
multimorbidity. Frontiers in Medicine, 9, 1-9. 
https://doi.org/10.3389/fmed.2022.818482 

Yulita, I. K., & Kusyanti, F. (2022). The comparison of the patient satisfaction on health service 
quality for general and Insurance and Social Security (BPJS) patients at public health 
center. International Journal of Health Science and Technology, 4(1), 1-15. 
https://doi.org/10.31101/ijhst.v4i1.2508 

Yuniasih, I. (2021). Analisis Pelayanan Pasien BPJS dan Non BPJS (Studi Pada Klinik di 
Kranji Bekasi). Jurnal Administrasi Bisnis, 1(2), 130-134. 
https://doi.org/10.31294/jab.v1i2.930 

Zahlimar, Zuriati, Z., & Chiew, L. (2020). Relationship quality of health services with 
satisfaction of patients in H. Hanafie muara bungo hospital in 2019. Enfermería 
Clínica, 30(S5), 168–170. https://doi.org/10.1016/j.enfcli.2019.11.047  

Zulfahmidah, Z., & Rahman, R. A. (2021). Tingkat Kepuasan Pasien Rawat Jalan Terhadap 

https://doi.org/10.3389/fpubh.2022.876266
https://doi.org/10.31334/abiwara.v1i2.797
https://simantek.sciencemakarioz.org/index.php/JIK/article/view/71
https://doi.org/10.46729/ijstm.v2i6.400
http://dx.doi.org/10.1136/bmjopen-2021-058055
https://doi.org/10.19184/multijournal.v1i1.8585
https://doi.org/10.1177/1042258721998948
http://www.academicjournals.org/AJBM
https://doi.org/10.3389/fmed.2022.818482
https://doi.org/10.31101/ijhst.v4i1.2508
https://doi.org/10.31294/jab.v1i2.930
https://doi.org/10.1016/j.enfcli.2019.11.047


Mutu Pelayanan Kesehatan di Puskesmas Sendana. Indonesian Journal of Health, 2(1), 
8-17. https://doi.org/10.33368/inajoh.v2i1.28 

Zumria, Z., Narmi, N., & Tahiruddin, T. (2019). Perbedaan tingkat kepuasan pasien bpjs dan 
non bpjs terhadap mutu pelayanan di ruang rawat inap RSUD Kota Kendari. Jurnal 
Ilmiah Karya Kesehatan, 1(1), 76-83. https://stikesks-kendari.e-
journal.id/JIKK/article/view/465  

 
 

 

 

 

 

 

 

 

 

 

https://doi.org/10.33368/inajoh.v2i1.28
https://stikesks-kendari.e-journal.id/JIKK/article/view/465
https://stikesks-kendari.e-journal.id/JIKK/article/view/465

