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Abstract: This study aims to analyze the effect of quality and service innovation on the satisfaction and loyalty of outpatients in
Blambangan Banyuwangi Regional Hospital. The population in the study was outpatients in Blambangan Regional Hospital, by
taking 100 patients as research samples. Data analysis in this study used the SEM (Structural Equation Model) method with the Warp
PLS 5.0 application. The results showed that service quality had no significant effect on patient satisfaction. Service innovation has a
positive and significant effect on patient satisfaction. Service quality has no significant effect on patient loyalty. Service innovation has
a positive and significant effect on patient loyalty. Patient satisfaction has a positive and significant effect on patient loyalty.
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INTRODUCTION

In this era of competition, the business world that offers a form of product or service is growing faster. The change in
environmental conditions and the development of the desires of the community as consumers in meeting their needs are
important factors that support competition between companies. The products offered can be in the form of goods or services.
The service industry is currently experiencing significant growth along with the development of increasingly diverse community
needs. The service industry is still the main pillar of Indonesia's Gross Domestic Product.

With economic growth of 5.17 percent during 2018. The main pillars of economic growth in 2018 are still the same as in
previous years, namely the service sector or the non-tradable sector. According to him, from 14 service sectors, 11 of them grew
above the Gross Domestic Product (GDP) growth  (“https://www.liputan6.com/bisnis/read/3889389/sektor-jasa-masih-jadi-
pendorong-pertumbuhan-ekonomi-indonesia.,” 2019). One of the service industries that also provides the largest contribution is
the hospital services industry. Hospitals in Indonesia consist of public hospitals and private hospitals with a total of 2,773. The
growth of public hospitals over the past 6 years is not as fast as the growth of private hospitals. The average growth of public
hospitals is 0.4%, due to a decrease in the number of non-profit private hospitals, while private hospitals are 15.3%
(“https://www.persi.or.id/images/2017/litbang/rsindonesia418.pdf.,” 2019). With the growth of the number of hospitals which
is quite significant, the level of competition in getting the number of patients to go to a particular hospital also increases.

With the growth of the number of hospitals which is quite significant, the level of competition in getting the number
of patients to go to a particular hospital also increases. According to (Lupiyoadi, 2013) the dynamics that occur in the service
sector can be seen from the development of various service industries such as banking, insurance, aviation, telecommunications,
retail, tourism, and professional service companies such as accounting firms, consultants and lawyers. Also, it can be seen from
the rise of non-profit organizations, such as NGOs, government agencies, hospitals, and universities that are now increasingly
aware of the need to improve customer / customer service orientation. Where service becomes an important element to realize
the desires of consumers. The competition that occurs in the business world does not only occur in the private sector, but
institutions managed by the government are also participating in the current competition. The competition occurs in health
referral service institutions, namely hospitals. In the Regulation of the Minister of Health of the Republic of Indonesia Number
340 / MENKES / PER / 11l / 2010, the hospital is a health service institution that conducts individual health services in a
complete manner that provides inpatient, outpatient and emergency services.

According to (Sabarguna, 2009) existing hospitals so far are more service-oriented. The service must be well
organized so that it can run. Lack of attention to efficiency and productivity will indicate slow service to anticipate changes, so
quality will be difficult to achieve reasonably. Therefore, hospital organizations today and in the future must be oriented towards
continuous development to meet the demands of patient satisfaction and loyalty. In addition to the growing demands of patients,
there are also many private hospitals appearing, making hospitals more referring to as an industry engaged in the field of health
services by managing based on the management of business entities. Along with this development, there is currently
competition between hospitals both government-owned hospitals and private-owned hospitals, all trying to attract consumers to
use their services.

Efforts in the form of improving the quality of services with various innovations, continue to be carried out by
Blambangan Banyuwangi Regional Hospital. This is done to change the service paradigm which has so far tended to be
considered unfavorable by the community towards government hospital services. This assessment is reflected by a large number
of complaints/complaints from the public/patients regarding services at Blambangan District Hospital.
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Table 1: Number of Complaints in RSUD Blambangan Banyuwangi

No Year Media Complaints Numbe( of
) Suggestion Box SMS and Web Complaints
1. 2016 12 16 28
2. 2017 44 51 95
3 2018 24 10 34

Table 1. shows that the number of public complaints in the past few years regarding services at Blambangan District
Hospital has fluctuated. In 2016 there were 28 complaints, but in 2017 they increased quite high at 95 complaints. This is a
considerable amount for an agency. Whereas in 2018 the number of complaints decreased to 34 complaints.

Figure 1.
Public Satisfaction Index Against Blambangan Hospital Services
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Figure 1. shows the level of community satisfaction with services in Blambangan Hospital in 2014 to 2016 decreased
significantly from 76.7% to 74.26%. Responding to the level of community satisfaction that continued to decline over the past 2
years, the Blambangan Regional Hospital made improvements in several ways so that in 2017 it experienced a pretty good
increase of 76.91%.

Blambangan Hospital is one of the agencies in the Banyuwangi Regency Government that organizes advanced health
services for the community. The services provided at Blambangan Hospital are generally divided into 3 (three) categories,
namely inpatient, outpatient, and emergency services. At present to support health services to the community, especially in
outpatient services, Blambangan Hospital has 22 units of outpatient care in the form of polyclinics supported by 35 specialist
doctors and other supporting medical personnel. Over time, specialist doctors will try to continue to be added. It aims to
increase satisfaction and loyalty to the community of hospital service users at the Blambangan Banyuwangi Regional Hospital.
Based on the problems that have been described, the purpose of this study is to determine the effect of service quality and
service innovation on the satisfaction and loyalty of outpatients in Blambangan Banyuwangi Hospital.

LITERATURE REVIEW

Customers who are satisfied with the product or service that has been felt will usually provide good information to
other customers. In addition to providing good information, customers will usually recommend the product or service to other
customers (Qomariah, 2016). Providing good information and recommending to other customers is called customer loyalty.
Customer loyalty is usually formed after the customer is satisfied with the product or service that has been felt (Tjiptono &
Candra, 2012). Research on customer loyalty that is associated with customer satisfaction and service quality and service
innovation has been done by researchers. Research (Aryani & Rosinta, 2010) showed that the customer loyalty affected by
variables of tangibles (X1), reliability (X2), responsiveness (X3), assurance (X4), and empathy (X5). Research (Anggriana,
Qomariah, & Santoso, 2017) indicated that service quality influence on customer satisfaction online ojek service "Om- Jek"
Jember. Research (Djanas, 2016) indicated that service quality and company image has significantly influence satisfaction and
loyalty. Research (Verriana & Anshori, 2017) showed that service quality (X) have positive impact and significant to students
loyalty. Research (Qomariah, 2018) showed that customer value, brand image and product attribute have an effect on visitor
satisfaction. The value of the customer does not affect the loyalty of visitors, while the brand image, product attributes and
visitor satisfaction affect the loyalty of visitors. Research (Subagja & Susanto, 2019) indicated that service quality has effect on
customer loyalty. Variable quality of service, customer satisfaction, and corporate image have effect on customer loyalty.
Research (Mutmainnah, 2018), customer satisfaction has not key success to loyalty but continuously improves the quality of
service and corporate image of satisfaction, but it creates loyalty to buy services and recommend to others. Research (Santoso &
Samboro, 2017) showed that innovation product has effect on loyality consumer. Research (Utami & Wartini, 2015)states that
service innovation effect on customer loyalty. Research (Sinurat, Lumanauw, & Roring, 2017) states that service quality has
effect on customer loyalty, and brand image has no effect on customer coyalty of Suzuki Ertiga vehicles in Manado. Research
(Dewi & Rulirianto, 2011) states that corporate image, customer trust, and service quality have effect on customer loyalty in PT
Buana Langgeng Jaya Tulungagung. Research (Sofiati, Qomariah, & Hermawan, 2018) showed that services quality has effect
on consumer loyatlity. Research (Yuliana & Hidayat, 2018) showed that product innovation has effect on consumer loyality.

The factor that needs attention due to the business sector in services is customer satisfaction. Satisfaction is the feeling
someone is connected with the product or service that has been obtained (Buchari, 2011). (Kotler & Keller, 2009) states that
customer satisfaction is obtained after customers compare consumer expectations and performance provided by service
providers. To realize customer satisfaction, a strategy that must be applied in its services is needed, namely improving service
quality and service innovation which has an important role in improving the performance of companies or institutions. To

IJERTV9I S060840 www.ijert.org 1086
(Thiswork islicensed under a Creative Commons Attribution 4.0 International License.)


www.ijert.org
www.ijert.org
www.ijert.org

Published by : International Journal of Engineering Research & Technology (IJERT)

http://lwww.ijert.org I SSN: 2278-0181
Vol. 9 Issue 06, June-2020

improve customer satisfaction, one thing that needs attention is the quality of service provided by the service provider. Quality
of service is everything that is received or felt by consumers for the services provided by the company so that the quality
received between consumers can experience differences due to limited knowledge from consumers to assess the performance of
employees in providing services. According to (Parasuraman, Zeithaml, & Berry, 1985) identify 5 (five) characteristics groups
used by consumers in evaluating the quality of service, including: (1). Physical evidence is the ability of a company to show its
existence to external parties. The appearance and capability of the company's physical facilities and infrastructure that can be
relied upon by the condition of the surrounding environment is clear evidence of the services provided by the service provider.
(2). Reliability is the ability of a company to provide services as promised accurately and reliably. Performance must be
following consumer expectations which mean timeliness, the same service for all consumers without errors, and a sympathetic
attitude. (3). Responsiveness is a policy to help and provide fast and appropriate services to consumers, by conveying clear
information. (4). Guarantee and certainty are knowledge, politeness, and the ability of company employees to grow the trust of
consumers to the company. (5). Empathy by giving sincere and individual or personal attention given to consumers by trying to
understand consumer desires. Research on service quality and service innovation that is associated with customer satisfaction
has been widely by researchers among them: (Sutrisno, Cahyono, & Qomariah, 2017), (Djanas, 2016), (Verriana & Anshori,
2017), (Qomariah, 2012), (Saputra, 2013), (Verriana & Anshori, 2017), (Saidani & Arifin, 2012), (Subagiyo, 2015), (Sugiarto,
2015), (Setiawan, Qomariah, & Hermawan, 2019), (Mulyawan & Rinawati, 2016), (Aryani & Rosinta, 2010), (lriyanti,
Qomariah, & Suharto, 2016), (Anggriana et al., 2017), (Maskur, Qomariah, & Nursaidah, 2016), (Setyawati, Rifai, & Sasmito,
2018), (Mutmainnah, 2018), (Subagja & Susanto, 2019), (Khilmi, 2013), (Utami & Wartini, 2015), (Sinurat et al., 2017).

METHOD

The approach used in this study is a quantitative method, which emphasizes the existence of variables as research
objects, and these variables must be defined in the form of the operationalization of each variable (Sugiyono, 2010). The
independent variables in this study are service quality (X1) and service innovation (X2). The dependent variable is loyalty (Y?2)
and the intervening variable is patient satisfaction ('Y1). The population is a generalization area that consists of objects/subjects
that have certain qualities and characteristics that are applied by researchers to be studied and then drawn conclusions (Ghozali,
2013). The population in this study were patients who did the outpatient treatment at RSUD Blambangan Banyuwangi. The
number of samples used was 100 outpatients regarding the rules of at least 20 indicators x 4 variables or in this study, the
samples used were 100 respondents (Ferdinand, 2006). Validity and reliability tests are used to test the measuring instruments
used (Ghozali, 2011). Data analysis in this study used SEM-PLS with WarpPLS 5.0. This research uses the SEM technigque so
that the evaluation is carried out on two models, namely the outer model and the inner model. The outer model determines the
specification of the relationship between latent constructs and their indicators. This evaluation is also called the evaluation of
constructs / latent variables. In evaluating the Outer Model three things need to be done, namely testing convergent validity,
discriminant validity, and composite reliability. The following is an explanation for each test (Ghozali, 2013).

RESULTS

Characteristics of Respondents

Based on the results of calculations with the criteria of respondents by sex, it is known that of 100 respondents, 54% or
as many as 54 people consisted of men and 46% or as many as 46 people consisted of women, which means that the number of
male respondents was higher than respondents women. The results of statistical calculations based on the age of the respondents
showed that respondents under the age of 20 were 5 people or by 5 percent, aged between 20-30 years by 16 percent or as many
as 16 people, aged between 31 - 40 years by 30 percent or as many as 30 people, age between 41 - 50 years is 35 percent or as
many as 35 people and age between above 50 years is 14 percent or as many as 14 people. The calculation also shows that the
respondents with the most age are those aged between 41-50 years. Based on the calculation of respondents with the criteria for
the type of work, it is seen the number of respondents who become Civil Servants as many as 33 people or 33 percent, the
number of respondents who are self-employed as many as 35 people or 35 percent. The number of respondents who became
farmers/laborers was 7 people or 7 percent, respondents who became students were 11 people or 11 percent. The number of
respondents who became other workers was 14 people or 14 percent. It can be seen that the respondents with the most types of
work are entrepreneurs. The results of the calculation of respondents with respondents' salary criteria, showed that most of the
income of outpatients in Blambangan Banyuwangi Regional Hospital as respondents were above 2 million rupiahs, namely 49
people or 49 percent. For income ranges between 1-2 million as many as 33 people or 33 percent, while respondents who earn
below Rp. 1,000,000 18 people or 18 percent. Based on the criteria of the visit the respondents showed that the majority of
outpatients in Blambangan Banyuwangi Hospital using health services in Blambangan Hospital more than 3 times amounted to
64 people or 64 percent, while patients who used health services already amounted to 18 people or 18 percent, there were 15
patients who used health services or 15 percent. While respondents who have just used health services once were 3 people or 3
percent.

Validity and Relativity Test Results

Validity is a measure that shows the levels of validity or validity of an instrument. A valid or valid instrument has high
validity. Conversely, an instrument that is less valid means it has low validity (Arikunto, 2010). Validity test results for all
variables namely service quality (X1), service innovation (X2), patient satisfaction (Z) and patient loyalty (Y) are declared valid
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because all items of the research variable have r-counts greater than r- table and the significance value of all items is below
0.05. The reliability test is used to measure a questionnaire which is an indicator of the variable. In this study, the reliability test
was performed using SPSS 16.0 statistical application assistance using the Cronbach’s Alpha method. Variables are said to be
reliable if they have a Cronbach's Alpha value greater than 0.60. The reliability test results in this study can be seen in table 2.

Table 2: Variable Reliability Test Results

Variable

Statement Items Cronbach Alpha Information
X1 6 item 0,792 Reliabel
X2 6 item 0,810 Reliabel
Y1 4 item 0,653 Reliabel
Y2 4 item 0,653 Reliabel

Based on table 2, it can be seen that the Cronbach Alpha value of each variable is greater than 0.60, so it can be
concluded that the statement indicators in the questionnaire are declared reliable or reliable as a measurement tool in this study.

Hypothesis Testing

Hypothesis testing is used to explain the direction of the relationship between the independent variable and the dependent
variable. This test is done by a path analysis of the model that has been made. SEM technique can simultaneously test complex
structural models so that the path analysis results can be seen in one regression analysis. The results of correlations between
constructs are measured by looking at the path coefficients and their level of significance which are then compared with the
research hypothesis. To see the results of hypothesis testing simultaneously or together it can be seen the value of the path
coefficients and p-values in the total effects of the results of simultaneously processing variable data. From the results of data
processing from WarpPLS obtained a research model that can describe the influence between variables.

Figure 2. Research Model of Direct Effect Testing Results

To prove the research hypothesis, it is necessary to analyze and test the results related to their direct and indirect effects. The
following table shows the results of research from the direct effect test that has been obtained based on data processing.

Table 3:Results of Path Coefficients and P VValues

Variable KL 1L KP LP
KL
Path Coefficients IL
KP -0,097 0,614
LP 0,106 0,665 0,171
KL
1L
P-Values KP 0,162 <0,001
LP 0,139 <0,001 0,038

Discussion
Effect of Service Quality on Patient Satisfaction

The first hypothesis states that service quality has a positive and significant effect on patient satisfaction. After testing
and analyzing the data, it was found that the quality of services did not significantly influence the satisfaction of outpatients at
Blambangan Hospital, so H1 could not be accepted. The results of testing the service quality variable on patient satisfaction
which shows the p-value of 0.162, this indicates that there is no significant effect between service quality (X1) on patient
satisfaction (Y1). This happens because most of the patients' perceptions about the quality of services provided by Blambangan
Hospital remain the same as before. So that patients assume improvements in the quality of service, especially in terms of staff
attitudes and examination time is still not able to satisfy the patient.

Effect of Service Innovation on Patient Satisfaction
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Based on the results of the study, it was found that service innovation had a positive and significant effect on outpatient
satisfaction at Blambangan District Hospital. This can be seen from the path coefficient of 0.614 and p-value <0.001 (<0.05).
The results obtained indicate that good service innovation will increase patient satisfaction in health services at Blambangan
Regional Hospital so that the research hypothesis (H2) is accepted. This shows that outpatients are very happy to receive and
utilize the existing service innovations at Blambangan Hospital.

Effect of Service Quality on Patient Loyalty

Based on the results of testing the service quality variable on patient loyalty, the results showed a p-value of 0.139 (>
0.05), which means that service quality has no significant effect on outpatient loyalty at Blambangan Hospital. With the results
of these studies, the research hypothesis (H3) cannot be accepted/rejected. This happens because most of the patients'
perceptions about the quality of services provided by Blambangan Hospital remain the same as before. Patients assume
improvements about the quality of service, especially in terms of the attitude of the officers provided are still not able to satisfy
patients. So that with the lack of satisfaction obtained by patients related to the attitude of service officers and examination time,
the level of loyalty that is influenced by the quality of service experienced less performance.

Effect of Service Innovation on Patient Loyalty

Based on the results of the study, it was found that service innovation had a positive and significant effect on outpatient
loyalty at Blambangan District Hospital. This can be seen from the path coefficient value of 0.665 and p-value <0.001 (<0.05),
which shows that good service innovation will increase patient loyalty to health services in Blambangan District Hospital so that
the research hypothesis (H4) is accepted. This shows that outpatients are very happy to accept and take advantage of the existing
service innovations in Blambangan Regional Hospital so that these patients want to re-use health services in Blambangan
Regional Hospital.

Effect of Satisfaction on Patient Loyalty

Based on the results of the study, it was found that patient satisfaction had a positive and significant effect on
outpatient loyalty at Blambangan District Hospital. This can be seen from the path coefficient value of 0.171 and p-value of
0.038 (<0.05), which shows that the satisfaction of a patient who has received health services will increase patient loyalty to
health services in Blambangan Hospital, so the research hypothesis (H5) be accepted. This shows that outpatients who are
satisfied with health services in Blambangan Hospital will make these patients want to re-use health services in Blambangan
Hospital.

CONCLUSIONS AND RECOMMENDATIONS

Conclusion

Based on the results of the research and testing of research models that have been conducted, the following conclusions
are obtained: 1) Service Quality does not significantly influence the satisfaction of outpatients in Blambangan Hospital. This is
consistent with the results of testing the service quality variable on patient satisfaction which shows the results of the path
coefficient value -0.097 and p-value 0.162 (> significance level 0.05); 2) Service innovation has a positive and significant effect
on the satisfaction of outpatients in Blambangan Hospital. This can be seen from the value of the path coefficient of 0.614 and
p-value <0.001 (<significance level of 0.05); 3) Service quality has no significant effect on outpatient loyalty in Blambangan
District Hospital. This is consistent with the results of testing variables that show the results of the path coefficient value 0.106
and p-value 0.139 (> significance level 0.05); 4) Service innovation has a positive and significant effect on outpatient loyalty in
Blambangan District Hospital. This can be seen from the value of the path coefficient of 0.665 and p-value <0.001
(<significance level of 0.05); 5) Patient satisfaction has a positive and significant effect on outpatient loyalty in Blambangan
Hospital. This can be seen from the value of the path coefficient of 0.171 and the p-value of 0.038 (<significance level of 0.05).
Suggestion

Based on the results of this study, the following suggestions can be made: . In this study, the variables that have no
significant effect are service quality. So it needs to be considered and improved again about the quality of services provided to
outpatients, starting with infrastructure, human resources reliability, responsiveness to patients, guaranteeing patient safety and
comfort and how employees have good empathy for patients. With the improvement in service quality can make patients
satisfied with the services provided by Blambangan Hospital.
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