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ABSTRAK

Penelitian ini bertujuan untuk meneliti pengaruh perceived service quality
dan corporate image terhadap customer behavioral intention melalui emotional
satisfaction pada pasien rawat jalan pengguna BPJS di RSUD Dr.Soetomo
Surabaya. Peningkatan persaingan pada industri pelayanan di rumah sakit dan
peningkatan volume pasien pengguna BPJS menjadi dasar pengambilan judul
tersebut, Teknik pengambilan sampel yang digunakan ialah non probability
sampling dengan cara purposive sampling. Sampel yang digunakan sebesar 150
responden yaitu pasien rawat jalan pengguna BPJS di RSUD Dr.Soetomo. Alat
pengumpulan data yang digunakan adalah kuesioner. Teknik analisis data yang
digunakan adalah Structural Equations Modeling dengan menggunakan program
LISREL. Hasil

Penelitian ini membuktikan bahwa perceived service quality berpengaruh
positif dan signifikan terhadap emotional satisfaction, corporate image
berpengaruh positif dan signifikan terhadap emotional satisfaction, emotional
satisfaction berpengaruh positif dan signifikan terhadap customer behavioral
intention, perceived service quality berpengaruh positif dan signifikan terhadap
customer behavioral intention melalui emotional satisfaction, corporate image
berpengaruh positif dan signifikan terhadap customer behavioral intention melalui
emotional satisfaction.

Saran praktis bagi variabel perceived service quality yaitu meningkatkan
pengetahuan dan pengalaman yang dimiliki tenaga medis serta para staf
penunjang pelayanan pada RSUD Dr.Soetomo. Bagi variabel corporate image
yaitu meningkatkan dan mempertahankan kualitas sehingga citra perusahaan tetap
baik atau dapat dipercaya. Bagi variabel emotional satisfaction yaitu peningkatan
fasilitas pada rumah sakit dan peningkatan pelayanan yang diberikan oleh petugas
RSUD Dr.Soetomo. Sedangkan untuk saran akademis agar para peneliti
selanjutnya dapat mempertimbangkan variabel-variabel lainnya yang
berhubungan dengan customer behavioral intention serta dapat memperoleh hasil
yang lebih baik.

Kata Kunci: Perceived Service Quality, Corporate Image, Emotional
Satisfaction, Customer Behavioral Intention
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THE EFFECT OF PERCEIVED SERVICE QUALITY AND CORPORATE
IMAGE ON CUSTOMER BEHAVIORAL INTENTION THROUGH
EMOTIONAL SATISFACTION TO WAK IN PATIENTS OF
BPJS USERS IN RSUD Dr. SOETOMO SURABAYA

ABSTRAK

This study aims to examine the effect of perceived service quality and
corporate image on customer behavioral intentions through emotional satisfaction
to walk in patients of BPJS users in RSUD Dr. Soetomo Surabaya. The Increasing
competition on hospitals service industry and the increasing of volume patients
using BPJS are the main idea for taking the research title, the sampling technique
used is non-non probability sampling with purposive sampling. The sample used
is 150 respondents, BPJS patients users in Dr.Soetomo Regional Hospital. The
data collection tools used were questionnaires. The data analysis technique used is
Structural Equations Modeling using the LISREL program.

The results of this study proves that the perceived service quality has a
positive and significant effect on emotional satisfaction, corporate image has a
positive and significant effect on emotional satisfaction, emotional satisfaction has
a positive and significant effect on customer behavior intentions, the perceived
service quality has a positive and significant effect on customer behavioral
intentions through emotional satisfaction, corporate image has a positive and
significant influence on customer behavioral intentions through emotional
satisfaction.

Practical advice for perceived service quality variables is to increase the
knowledge and experience of medical staff and service support staff at RSUD Dr.
Soetomo. For corporate image variables, improving image and maintaining
quality will maintain the company's image remains good or stiil be trusted. For the
variable emotional satisfaction, improving facilities in hospitals and improving
services provided. While for academic advice, the researchers suggest to consider
other variables related to customer behavioral intentions for obtain better results.

Keywords : Perceived Service Quality, Corporate Image, Emotional
Satisfaction, Customer Behavioral Intention
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