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ABSTRAK

Radietya Kusuma Wardhana, Kualitas Pelayanan dan Bauran Pemasaran Jasa Dalam Meningkatkan Kepuasan Serta Implikasinya Pada Kepercayaan Pasien (Survei Pada Pasien BPJS Kesehatan di Rumah Sakit Wilayah Bandung Metropolitan Area), di bawah bimbingan Prof. Dr. H. Sucherly, S.E., M.S sebagai promotor dan   Dr. H. Undang Juju, SE.,MP sebagai Co Promotor.

Penelitian ini bertujuan mengetahui, menganalisis dan mengkaji kualitas pelayanan, bauran pemasaran jasa dan mengetahui pengaruhnya terhadap kepuasan pasien serta implikasinya pada Kepercayaan pasien BPJS  Kesehatan di Rumah Sakit Wilayah Bandung Metropolitan Area. 

Metode penelitian yang digunakan adalah analisis deskriptif dan verifikatif. Pengumpulan  data yang digunakan adalah wawancara dengan menggunakan kuesioner disertai dengan teknik observasi dan kepustakaan, Pengambilan sampel menggunakan cluster random sampling. Pengumpulan data di lapangan dilaksanakan pada tahun 2020. Teknik analisis data menggunakan Structural Equation Modeling  (SEM) .

Hasil penelitian menunjukan bahwa secara umum kualitas pelayanan, bauran pemasaran jasa, kepuasan pasien serta kepercayaan pasien berada pada kriteria kurang baik. Terdapat pengaruh kualitas pelayanan dan bauran pemasaran jasa terhadap kepuasan pasien baik secara simultan maupun parsial dan  kepuasan pasien berpengaruh terhadap Kepercayaan pasien BPJS  Kesehatan di Rumah Sakit Wilayah Bandung Metropolitan Area.

Kata Kunci : Kualitas Pelayanan, Bauran Pamasaran Jasa, Kepuasan, Kepercayaan
ABSTRACT

Radietya Kusuma Wardhana,Service Quality And Service Marketing Mix In Increasing Satisfaction And Their Implications On Patient's Trust(Survey of BPJS Health Patients At The Bandung Metropolitan Area Hospital), under the guidance of Prof. Dr. H. Sucherly, S.E., M.S as promoter and Dr. H. Invite Juju, SE., MP as Co Promoter.

This study aims to identify, analyze and review service quality, service marketing mix and to determine the effect on patient satisfaction and its implications for BPJS Kesehatan patient trust in the Bandung Metropolitan Area Hospital.

The research method used is descriptive analysis and verification. The data collection used was interviews using a questionnaire accompanied by observation and literature techniques, sampling using cluster random sampling. Data collection in the field was carried out in 2020. Data analysis techniques used Structural Equation Modeling (SEM).

The results showed that in general the quality of service, service marketing mix, patient satisfaction and patient confidence were in poor criteria. There is an effect of service quality and service marketing mix on patient satisfaction both simultaneously and partially and patient satisfaction has an effect on BPJS Health patient trust in the Bandung Metropolitan Area Hospital.

Keywords: Service Quality, Service Marketing Mix, Satisfaction, Trust

DAFTAR PUSTAKA
Literatur (Buku)
Barnes, James G. 2010. Secrets of Customer Relationship Management: it’s All About How You Make Them Feel. McGraw-Hill: New York.

Blackwell, Roger D., Miniard, Paul W., & Engel, James F. 2012. Consumer behavior, 9th Eds. Orlando-Florida: Harcourt Inc

Buchari, Alma 2012. Manajemen Pemasaran dan Pemasaran Jasa, Edisi Keenam. Alfabeta : Bandung.
Cooper,P.D. 2011. Health Care Marketing : a Foundation for Managed Quality. Gaithersburg, Maryland : Aspen Publisher. Inc : 1-331.

Cravens, David W., 2010, Strategic Marketing, Sixth Edition, Irwin McGraw-Hill, Boston.

Donelly, Jr, James & Peter, Paul. J, 2010, Marketing Management;Knowledge and Skill. Mac. Graw-Hill Higher Education.

Goncalves, Karen P., 2010, Service Marketing A. Strategy Approach. Prentice Hall, Upper Sadle River;New Jersey.

Griffin, Jill, 2014. Customer Loyalty, Menumbuhkan dan Mempertahankan Kesetiaan Pelanggan. Terjemahan Dwi Kartini Yahya. Penerbit Erlangga.  
Gronroos C. 2010. Service Management and Marketing. Lexington, MA: Maquarie Books.

Hariadi, R. 2015. Pembahasan Pengertian Malpratik. Diskusi Panel dan Forum Malpraktik Medis RSPAD Gatot Subroto.

Hawkins, Del I., Mothersbaugh, David L., & Best, Roger J. 2011. Consumer Behavior: Building Marketing Strategy. 10th Edition. New York: McGraw-Hill/Irwin

Halbrook, Svend, 2012, Marketing Management: A Relationship Approach, Prentice Hall, Harlow.

Hollensen, Svend. 204. Marketing Management: A Relationship Approach. Prentice Hall: England.

Hurriyati, Ratih, 2014, Bauran Pemasaran dan Loyalitas Konsumen (Fokus Pada Konsumen Kartu Kredit Perbankan), Bandung : Alfabeta.

Kertajaya, Hermawan, 2012. MarkPlus on Strategy, PT Gramedia Pustaka Utama, Jakarta.
Kotler, Philip and Kevin Lane Keller. 2016. Marketing Management. 15th edition. England : Pearson Education.
Kotler, Philip dan Gary Armstrong., 2010, Principles Of Marketing, 14th Edition, PrenticeHall Pearson, USA.

Lamb, Charles W, Hair, Joseph F, Mc. Daniel, Carl, 2013, Pemasaran, Buku Satu, Edisi Pertama, Jakarta, Salemba Empat.

Lovelock, H Cristopher and Wright K Lauren, 2012. Manajemen Pemasaran Jasa. Alih Bahasa Agus Widyantoro. PT. Indeks.

Mowen, John C., & Minor, Michael. 2015. Consumer Behavior, 6th Edition, New Jersey : Prentice Hall.
Peter dan Olson, 2010. Perilaku Konsumen dan Strategi Pemasaran. D. Sihombing (penerjemah). Consumen Behavior. Gelora Aksara Pratama. Jakarta.

Schiffman, Leon G. Kanuk, Leslie Lazar. 2010. Consumer Behavior. Pearson Prentice Hall. America.

Schoefer, Klaus. 2018. Word-of-Mouth: Influences on the choice of Recommendation Sources. Newcastle : NUBS Press.
Sidik Priadana, H. Moh; Saludin Muis. 2012. Metodologi Penelitian Ekonomi dan Bisnis, Edisis Pertama, Graha Ilmu, Yogyakarta.
Simamora, Bilson, 2013. Panduan Riset Perilaku Konsumen, PT  Gramedia Pustaka Utama, Jakarta.

Stanton, William J, 2012. Prinsip Pemasaran, Edisi 7, Alih Bahasa : Y. Lamarto dan Sadu Sundaya, Erlangga, Jakarta.

Stoner, James.A.F. 2018. Management, Prentice Hall International,Inc Englewood Cliffs, New York. 

Sumarwan, Ujang. 2013. Perilaku Konsumen, Teori dan Penerapannya dalam Pemasaran. Pusat Penelitian Universitas Mercu Buana : Jakarta.

Tjiptono Fandy. 2012. Pemasaran Jasa. Bayumedia Publishing. Anggota IKAPI Jatim.

Tjiptono Fandy & Gregorius, Dadi. 2011. Pemasaran Strategis. Yogyakarta : Andi Offset.

Trisnantoro, L. 201. Aspek Strategis Manajemen Rumah Sakit, Antara Misi Sosial dan Tekanan Pasar, Yogyakarta : Andi Offset. 

Winer, Russell S., 2014, Marketing Magement, Second Edition, Perason Prentice Hall, New Jersey.

Zeithaml, Bitner and Gremler. 2014. Services Marketing: Integrating Customer Focus Across the firm. Fifth edition. New York. Mc. Graw Hill international Edition. 

Zeithaml, Valerie A., and Marie Jo Bitner. 2016. Service Marketing. McGrawhill:New York.
Jurnal
Anderson, J.C. and Narus, J.A. 2010: “A model of distributor firm and manufacturer firm working partnerships”, Journal of Marketing Research, Vol. 54, No. 1, pp. 42-58

Bennet, R.,& Helen, Gabriel. 2011. Reputation, Trust and Supplier Commitement ; the Case of Shoping Company/seaport Relations, The Journal of Bussines & Industrial Marketing, Vol.16,pp.424-439.

Brady, Michael K, 2011.An Exploratory Study of Service Value in The USA and Ecuador, International Journal of Service Industry Management, Vol. 10 No.5, pp 354-367.

Donney, P.M and Joseph, P.C. 2013. An Examination of the Nature of Trust in Buyer Seller Relationship. Journal of Marketing, 61:35-51.

Doyle, P., & Wong, V., 2011., “Marketing and Competitive Performance”: An empirical study. European Journal of Marketing, 32(5/6), 514-535.

Egan, John. 2010. Relationship Marketing: Exploring Relational Strategies in Marketing. Prentice Hall: Malaysia.

Garbarino, Ellen, Mrk S Johnson, 2012. The Different Roles of Satisfaction, Trust, and Commitment in Customer Relationship, Journal of Marketing, vol. 63 (April), pp 70 – 87.

Gould and Williams. 2014, “The Impact of Employee Performance Cues on Guest Loyalty, Perceived Value and Service Quality”, The Service Industries jurnal, 19,3:ABI/INFORM Global P.97.

Gronroos, Christian, 2010, The Perceived Service Quality Concept a Mistake ? Journal of Managing Service Quality, Vol. 11. No. 3, pp 150-152, MCB University Press, London.

Gurviez, P., & Korcia, M. 2011. Proposal for a Multidimendional Barand Trust Scale, 32nd Emac-Conference-Glasgow, Marketing Responsible and Relevant Hardiman, A. 2008. Rumah Sakit Indonesia Belum Siap Bersaing. Melalui http://www.kompas.com/kompas-cetakr/0412/22/humaniora1455383html-4k.4/21/04.

Hesket, James L, Earl Sasser, Jr, Leonard A. 2011. The Service Profit Chain : How Leading Companies Link Profit and Growth to Loyalty, Satisfation, and Value. The Free Press, Simon & Schuster. New York.

Hoffman, & Betteson, 2010, Internal Service Quality-An Empirical Assessment, International Journal of Quality & Reliablity Management, Vol. 16 No.8, pp. 783-791, London.

Kurniasari, A dan Hadi,C. 2012. Penilaian Kualitas Pelayanan Jasa Oleh Konsumen Bengkel Resmi Sepeda Motor Honda AHASS UD. Ramayana Motor Surabaya. Jurnal Psikologi Industri dan Organisasi. Vol.1 No.02. Hal. 71- 76.

Luarn, P.,& Hsin-Hiu Lin. 2013. A Customer Loyalty Model for E-Service Context, Journal of electronic Comerce, Vol. 4,pp.156-168.

Mehdi, F. asgar Hashemi, Mohammad Safari Kahreh. 2011. Designing a New Model for Determining Customer Value Satisfaction and Loyalty Towards Banking Sector of Iran, European Journal of Economics. Finance and Administrative Scienes-Issue 28.

McDougall, and Levesque. 2014, “Costumer Satisfaction with service : putting perceived value into the equation “,Journal of Services Marketing, Vol. 14, N0.5. p.392 -410

Morgan, RM and Hunt, S.D, 2010. The Commitment-Trust Theory of Relationship Marketing”, Journal of Marketing, vol 58, 20-38.

Nguyen, Nha and Gaston Leblanc,. 2012. Contact Personel, Physical Enviromet and the Perceived Corporate Image of Intangible Service by New Client. International Journal of Service Industry Management. Volume 13. No 13. pp 242-262.

Singh, J. & Sirdeshmukh, D. 2011, 'Agency and trust mechanisms in consumer satisfaction and loyalty judgements', Journal of the Academy of Marketing Science, vol. 28, no. 1: pp. 150-167.

Slonim, Murray, Pollack. 2015. Integrating the Institute of Medicine’s Six Quality Aims Into Pediatric Critical Care : Relevance and Applications. Pediatr Crit Care Med 2005 Vol. 6 No. 3. 

Solomon, Michael R, Bamossy dan Elnora W, Askrgaard, 2014, Merketing Real People Real Choice, 2 Edition, Prentice HallInc, Upper Saddle River, New Jersey. 

Storbacka, Kaj. Lehtinen. Jarmo R. 2010. Customer Relationship Management: Creating Competitive Advantage Through Win – win Relationship Strategies.  Mc Graw Hill. New Jersey.

Woodruff, R.B. 2016. The Next Source For Competitive Advantage. Journal of The Academy of Marketing Science, Vol. 25. No. 2, pp. 135-158

Peraturan (Undang-Undang)
Undang-Undang Dasar 1945, Amandemen Ke II UUD 45 Pasal 28 H            ayat 3 
Undang-Undang Republik Indonesia Nomor 44 Tahun 2009 Tentang Rumah Sakit.

Undang-Undang Republik Indonesia Nomor 23 Tahun 1992 tentang Pokok-Pokok Kesehatan

Undang-Undang Republik Indonesia Nomor 36 Tahun 2009 tentang kesehatan 
Undang-Undang Nomor 40 Tahun 2004 tentang Sistem Jaminan Sosial Nasional
Undang-Undang Nomor 24 Tahun 2011 tentang Badan Penyelenggara Jaminan Sosial
Peraturan Menteri Kesehatan Republik Indonesia Nomor 71 Tahun 2013 Tentang  Pelayanan Kesehatan tentang Jaminan Kesehatan Nasional 
Peraturan Presiden (Perpres) RI Nomor 18 Tahun 2016 tentang Perubahan Kedua Atas Peraturan Presiden Nomor 12 Tahun 2014 tentang Jaminan Kesehatan
Peraturan Menteri Kesehatan Republik Indonesia NOMOR 340/MENKES/PER/III/2010 tentang klasifikasi rumah sakit.

Peraturan Menteri Kesehatan Republik Indonesia Nomor 1190/Menkes/Per/VIII/2010 Tentang Izin Edar Alat Kesehatan dan Perbekalan Kesehatan Rumah Tangga.









