
DAFTAR ISI 

 

 

HALAMAN JUDUL ..............................................................................................  

HALAMAN PERSETUJUAN ............................................................................... i 

HALAMAN PENGESAHAN ................................................................................ ii 

MOTTO DAN PERSEMBAHAN .......................................................................... iii 

KATA PENGANTAR ............................................................................................ iv 

DAFTAR ISI ........................................................................................................... vi 

DAFTAR TABEL ................................................................................................... x 

DAFTAR GAMBAR .............................................................................................. xi 

ABSTRAKSI .......................................................................................................... xii 

   

BAB I PENDAHULUAN  

1.1 Latar Belakang Masalah ...................................................................... 1 

1.2 Rumusan Masalah Penelitian ............................................................... 5 

  1.3 Tujuan Penelitian ................................................................................. 5 

1.4 Manfaat Penelitian …………………………………………………... 6 

   

BAB II KAJIAN PUSTAKA  

2.1 Landasan Teori .................................................................................... 7 

 2.1.1. Pengertian Jasa Pelayanan ......................................................... 7 

 2.1.2 Dimensi Kualitas Pelayanan ………........................................... 15 

2.2 Variabel Penelitian .......................................................... .................... 18 

 2.2.1 Bukti Fisik .......................................................... .................... 18 

 2.2.2 Keandalan .......................................................... .................... 18 

 2.2.3 Cepat Tanggap .......................................................... ................. 19 

 2.2.4 Jaminan .......................................................... .................... 19 

 2.2.5 Empati  .......................................................... .................... 20 

 2.2.6 Kepuasan Pelanggan .......................................................... ....... 20 

2.3 Model dan Pengembangan Hipotesis ................................................... 24 

2.4 Model Empirik  .................................................................................. 25 



 2.4.1 Hasil Penelitian Terdahulu ........................................................ 25 

 2.4.2 Hubungan Kualitas Pelayanan dengan Kepuasan Pelanggan 26 

 2.4.3 Kerangka Pemikiran 28 

   

BAB III METODE PENELITIAN  

3.1 Jenis Penelitian  .................................................................................... 29 

3.2 Populasi dan Sampel .....................…................................................... 29 

 3.2.1. Populasi ……………………………………………………….. 29 

 3.2.2. Sampel ..……………………………………………………….. 30 

 3.2.3. Teknik Pengambilan Sampel ..………………………………… 31 

3.3 Sumber dan Metode Pengambilan Data .............................................. 31 

3.4 Teknik Analisa Data …........................................................................ 32 

 1) Uji Instrumen .......................................................... .................... 33 

 a. Uji Validitas .......................................................... .................. 33 

 b. Uji Reliabilitas .......................................................... .............. 34 

 2) Uji Asumsi Klasik .......................................................... ............ 35 

 a. Uji Normalitas .......................................................... ......... 35 

 b. Uji Multikolinearitas .......................................................... .... 36 

 c. Uji  Heteroskedastisitas ..........................................................  37 

 d. Uji Linearitas .......................................................... .............. 37 

 e. Uji Autokorelasi .......................................................... .......... 38 

 3) Persamaan Regresi Linear Berganda ....................................... 38 

 4) Uji Hipotesis .......................................................... .................... 39 

 a. Uji t .......................................................... .................... 39 

 b. Uji F .......................................................... .................... 41 

 c. Uji Koefisien Determinasi ................................................... 41 

   

BAB IV HASIL PENELITIAN DAN PEMBAHASAN  

4.1 Hasil Penelitian .......................................................... .................... 43 

 4.1.1 Deskripsi Responden .......................................................... ..... 43 

 a. Responden Berdasarkan Jenis Kelamin ................................. 43 



 b. Responden Berdasarkan Usia ............................................... 44 

 c. Responden Berdasarkan Tingkat Pendidikan .......................... 44 

 d. Responden Berdasarkan Pekerjaan ......................................... 45 

 4.1.2 Deskripsi Variabel .......................................................... ..... 46 

4.2 Analisis Data .......................................................... .................... 48 

 4.2.1 Gambaran Umum Variabel Penelitian ....................................... 48 

 a. Variabel Bukti Fisik (X1) ..................................................... 49 

 b. Variabel Keandalan (X2) .......................................................... 51 

 c. Variabel Daya Tanggap (X3) .................................................. 53 

 d. Variabel Jaminan (X4) ..........................................................  55 

 e. Variabel Empati (X5) .......................................................... ... 57 

 f. Variabel Kepuasan Pasien (Y) ............................................... 59 

 4.2.2 Analisis Inferensial .................................................................... 61 

 a. Uji Validitas ............................................................................ 61 

 b. Uji Reliabilitas ................................................................... 62 

 4.2.3Pengujian Asumsi Klasik ........................................................... 63 

 a. Uji Normalitas ......................................................................... 63 

 b. Uji Multikolinearitas .......................................................... ... 64 

 c. Uji  Heteroskedastisitas .......................................................... . 65 

 d. Uji Linearitas .......................................................... .......... 66 

 e. Uji Autokorelasi .......................................................... ....... 67 

 4.2.4  Persamaan Regresi Linear Berganda ..................................... 67 

 4.2.5  Hasil Pengujian Hipotesis ........................................................ 68 

 4.2.6  Koefisien Determinasi ..........................................................  70 

4.3 Pembahasan .......................................................... .................... 71 

 4.3.1 Pengaruh Bukti Fisik dengan Kepuasan Pasien ....................... 71 

 4.3.2 Pengaruh Keandalan dengan Kepuasan Pasien ...................... 72 

 4.3.3 Pengaruh Daya Tanggap dengan Kepuasan Pasien .................. 73 

 4.3.4 Pengaruh Jaminan dengan Kepuasan Pasien ...................... 74 

 4.3.5 Pengaruh Empati dengan Kepuasan Pasien ...................... 75 

   



BAB V PENUTUP  

5.1 Kesimpulan .......................................................................................... 76 

5.2 Saran  ................................................................................................... 76 

5.3 Implikasi Manajerial ............................................................................ 77 

5.4 Kelemahan Penelitian .......................................................................... 78 

 Agenda Penelitrian Mendatang ............................................................ 78 

   

DAFTAR PUSTAKA 

LAMPIRAN 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


