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No:

Diisi oleh peneliti

KUESIONER

Kepada Yth Para Responden, Pasien RS PHC Surabaya

Dalam rangka memenuhi persyaratan tugas akhir (tesis), saya Christine Iswantho (NRP:
8112410007), mahasiswi Pasca Sarjana Program Studi Magister Manajemen Universitas Katholik Widya
Mandala Surabaya melakukan penelitian dengan judul: “Pengaruh Kualitas Pelayanan terhadap Behavior
Intention melalui Kepuasan Pasien Diabetes Mellitus Klinik Spesialis Penyakit Dalam (KSPD) di
Rumah Sakit PHC (RS PHC) Surabaya.” Untuk itu saya mohon kesediaan Anda mengisi kuesioner
berikut ini sesuai dengan yang Anda yakini. Perlu saya sampaikan, bahwa tidak ada jawaban yang salah,
sebaliknya semua jawaban yang didasari oleh keyakinan adalah benar.

Data dan informasi yang terkumpul hanya akan saya gunakan untuk keperluan penulisan tesis dan
tidak untuk keperluan lain. Sebelumnya, saya mengucapkan banyak-banyak terima kasih atas partisipasi
yang Anda berikan untuk mendukung keberhasilan saya.

TUHAN memberkati.

Surabaya, Juni 2011

Peneliti: Christine Iswantho

Petunjuk: Berilah tanda silang [X] pada jawaban yang Anda pilih
Bagian I: IDENTITAS RESPONDEN
1. Apakah Anda menderita penyakit Diabetes Mellitus (Kencing Manis)?

[1] Ya [2] Tidak
2. Apakah Anda tercatat sebagai pasien di Klinik Spesialis Penyakit Dalam RS PHC?
[1] Ya [2] Tidak
3. Berapa kali Anda pernah melakukan pemeriksaan di klinik spesialis penyakit dalam RS PHC?
[1] <2 Kkali [2] > 2 kali
4. Berapa usia Anda pada saat ini?
[1] < 18 tahun [2] > 18 tahun

Bagian I1: PERTANYAAN INTI

Untuk pertanyaan — pertanyaan berikut, Anda cukup memberi tanda silang [X] pada salah satu kolom yang
disediakan

STS = Sangat Tidak Setuju, menunjukkan Anda sangat tidak setuju dengan pertanyaan yang
diajukan.

TS = Tidak Setuju

N = Netral, sama seperti tingkatan pelayanan yang Anda harapkan.

S = Setuju atau Puas

SS = Sangat Setuju, menunjukkan Anda sangat setuju dengan pertanyaan yang diajukan.



Ketera

ngan Tambahan:
KSPD RS PHC = Klinik Spesialis Penyakit Dalam Rumah Sakit PHC

NO

PERNYATAAN

STS

TS

SS

KUALITAS PELAYANAN

Kom

petensi Teknis

1 | Dokter KSPD RS PHC tepat dan teliti memberikan diagnosis penyakit
saya
2 | Dokter KSPD RS PHC tepat memberikan pengobatan kepada saya
Akses atau keterjangkauan
1 | Kemudahan dalam menjangkau lokasi KSPD RS PHC
2 | Biaya berobat di KSPD RS PHC terjangkau sesuai dengan pelayanan
yang saya diterima
Efektivitas
1 | Memeriksakan diri ke KSPD RS PHC dapat mencegah terjadinya
penyakit DM yang lebih parah
2 | Berobat di KSPD RS PHC mencegah meluasnya penyakit/ komplikasi
Efisiensi
1 | Saya tidak menunggu antrian lama untuk pemeriksaan di KSPD RS
PHC
2 | Obat yang dibutuhkan selalu tersedia di bagian farmasi KSPD RS PHC

Kesinambungan

1 | Surat Kontrol diberikan dokter KSPD RS PHC secara berkala
2 | Hasil pemeriksaan laboratorium KSPD RS PHC lengkap dan akurat
Keamanan
1 | Pengobatan di KSPD RS PHC tidak menimbulkan infeksi
2 | Pengobatan di KSPD RS PHC tidak mengakibatkan tertular penyakit
Kenyamanan
1 | Ruang tunggu KSPD RS PHC bersih dan sejuk
2 | Tersedia toilet yang bersih di KSPD RS PHC
3 | Dokter, perawat dan petugas KSPD RS PHC berpenampilan rapi, sopan
dan bersih
Informasi
1 | Petugas dan perawat KSPD RS PHC menyampaikan informasi dengan
jelas dan mudah dimengerti
2 | Informasi biaya pemeriksaan dan harga obat KSPD RS PHC jelas
3 | Dokter KSPD RS PHC memberi konsultasi jelas dan mudah dimengerti

tentang penyakit yang diderita pasien
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Ketepatan waktu
1 | Pelayanan petugas dan perawat KSPD RS PHC tepat waktu
2 | Dokter KSPD RS PHC selalu ada sesuai jadwal praktek

Hubungan antar Manusia

1 | Dokter, perawat atau petugas KSPD RS PHC tanggap dan siap
membantu terhadap keluhan saya
2 | Dokter, perawat atau petugas KSPD RS PHC sopan, perduli dan ramah
terhadap saya
KEPUASAN

Kepuasan terhadap Akses Pelayanan Kesehatan

1 | Menurut saya, saya puas terhadap pelayanan kesehatan KSPD RS PHC
yang tepat waktu sesuai dengan kebutuhan pasien
2 | Menurut saya, saya puas terhadap kemudahan mendapat pelayanan

kesehatan KSPD RS PHC

Kepuasan terhadap Kualitas Pelayanan Kesehatan

1 | Menurut saya, saya puas terhadap keahlian dan spesialisasi dokter
KSPD RS PHC dalam memeriksa pasien
2 | Menurut saya, saya puas terhadap kesehatan yang terjaga karena rutin

periksa di KSPD RS PHC

Kepuasan terhadap Proses Pelayanan Kesehatan

1 | Menurut saya, saya puas terhadap dokter KSPD RS PHC yang perduli
dan perhatian terhadap penyakit pasien
2 | Menurut saya, saya puas terhadap nasihat dokter KSPD RS PHC

terhadap rencana pengobatannya

Kepuasan terhadap Sistem Pelayanan Kesehatan

1 | Menurut saya, saya puas terhadap kenyamanan fasilitas dan kebersihan
lingkungan KSPD RS PHC
2 | Menurut saya, saya puas terhadap proses administrasi, waktu giliran

pemeriksaan dan waktu tunggu KSPD RS PHC

BEHAVIOR INTENTION (NIAT PERILAKU) PASIEN

Loyalty (Setia)

1

Saya akan merekomendasikan KSPD RS PHC kepada orang lain yang

meminta nasehat kepada saya

Saya menyadari bahwa KSPD RS PHC merupakan pilihan pertama

saya untuk berobat
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Switch (Berpindah klinik lain)

1 | Saya tidak akan memeriksakan diri di KSPD RS PHC ketika saya
harus check-up gula darah dikemudian hari
2 | Saya akan memeriksakan diri di rumah sakit lain jika biaya berobatnya

lebih murah dari pada KSPD RS PHC

Pay more (membayar lebih untuk pelayanan kesehatan)

1 | Saya akan memeriksakan diri di KSPD RS PHC meskipun biaya
berobatnya mengalami kenaikan
2 | Saya akan memeriksakan diri di KSPD RS PHC meskipun biaya
berobatnya lebih mahal dari pada rumah sakit lain
Respon Eksternal
1 | Saya akan berpindah ke rumah sakit lain ketika saya mendapat
pelayanan yang buruk di KSPD RS PHC
2 | Saya akan menceritakan pengalaman buruk saya di KSPD RS PHC
kepada pihak lain tentang kualitas pelayanan yang saya terima,
misalnya surat kabar, radio atau media lain.
Respon Internal
1 | Saya akan menceritakan pengalaman buruk saya di KSPD RS PHC
tentang kualitas pelayanan yang saya terima kepada petugas KSPD RS
PHC
2 | Saya akan menulis kartu saran jika mendapat pengalaman buruk di

KSPD RS PHC tentang kualitas pelayanan yang saya terima

TERIMA KASIH
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173 3 5 8 4 5 5 10 5 4 5 9 4.5 4 5 9 4.5 5 3 8 4
174 4 3 7 3.5 4 3 7 3.5 3 4 7 3.5 3 4 7 3.5 4 3 7 3.5
175 4 4 8 4 4 4 8 4 4 4 8 4 5 4 9 4.5 4 4 8 4
176 4 5 9 4.5 5 4 9 4.5 4 5 9 4.5 4 4 8 4 4 5 9 4.5
177 3 4 7 3.5 4 3 7 3.5 4 3 7 3.5 4 5 9 4.5 3 4 7 3.5
178 4 4 8 4 4 4 8 4 4 4 8 4 5 5 10 5 4 4 8 4
179 4 4 8 4 5 4 9 4.5 4 4 8 4 4 4 8 4 4 4 8 4
180 5 5 10 5 5 5 10 5 5 5 10 5 5 4 9 4.5 4 4 8 4
181 5 4 9 4.5 4 5 9 4.5 4 4 8 4 5 4 9 4.5 5 5 10 5
182 5 4 9 4.5 4 4 8 4 5 5 10 5 5 5 10 5 5 5 10 5
183 5 5 10 5 4 4 8 4 4 5 9 4.5 4 5 9 4.5 5 4 9 4.5
184 4 3 7 3.5 3 3 6 3 3 3 6 3 3 3 6 3 3 4 7 3.5
185 5 5 10 5 5 5 10 5 5 4 9 4.5 4 5 9 4.5 5 5 10 5
186 4 5 9 4.5 4 5 9 4.5 5 5 10 5 4 4 8 4 4 5 9 4.5
187 5 5 10 5 4 5 9 4.5 5 4 9 4.5 5 5 10 5 4 5 9 4.5
188 4 4 8 4 5 5 10 5 4 5 9 4.5 4 4 8 4 5 4 9 4.5
189 4 5 9 4.5 4 5 9 4.5 4 4 8 4 5 4 9 4.5 5 5 10 5
190 5 5 10 5 5 5 10 5 4 5 9 4.5 4 4 8 4 4 5 9 4.5
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NO (KP11 |[KP12 |3KP1 |KP1 KP21 ([KP22 ([3KP2 |KP2 |KP31 |KP32 |3KP3 [KP3 KP4l |KP42 |3KP4 (KP4 |KP51 |KP52 [3KP5 |KP5

173 3 5 8 4 5 5 10 5 4 5 9 4.5 4 5 9 4.5 5 3 8 4
174 4 3 7 3.5 4 3 7 3.5 3 4 7 3.5 3 4 7 3.5 4 3 7 3.5
175 4 4 8 4 4 4 8 4 4 4 8 4 5 4 9 4.5 4 4 8 4
176 4 5 9 4.5 5 4 9 4.5 4 5 9 4.5 4 4 8 4 4 5 9 4.5
177 3 4 7 3.5 4 3 7 3.5 4 3 7 3.5 4 5 9 4.5 3 4 7 3.5
178 4 4 8 4 4 4 8 4 4 4 8 4 5 5 10 5 4 4 8 4
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184 4 3 7 3.5 3 3 6 3 3 3 6 3 3 3 6 3 3 4 7 3.5
185 5 5 10 5 5 5 10 5 5 4 9 4.5 4 5 9 4.5 5 5 10 5
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189 4 5 9 4.5 4 5 9 4.5 4 4 8 4 5 4 9 4.5 5 5 10 5
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Lampiran 2 (Lanjutan)

= 190)
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Lampiran 2 (Lanjutan)

190)
BI3

Tabulasi Data (n

BIS

1.5
1.5
1.5
1.5
1.5

1.5

1.5

1.5
1.5
2.5

1.5

1.5

1.5

3BIS
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1.5
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1.5
1.5

1.5

1.5

1.5
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2.5

2.5

3BI4

Bl42
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1.5
1.5
2.5
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1.5

2.5

3BI3

BI32

BI31

BI2

1.5
1.5
1.5

1.5
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1.5

1.5
1.5

1.5

1.5
1.5

2.5

1.5

1.5

3BI2
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1.5

1.5
1.5
1.5

1.5
1.5

1.5

1.5

1.5

2.5
1.5

1.5
2.5

3BI1

BI12
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Lampiran 2 (Lanjutan)

190)
BI3

Tabulasi Data (n

BIS
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1.5
1.5

1.5
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2.5

1.5
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1.5
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2.5

1.5

1.5
1.5
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Lampiran 2 (Lanjutan)

190)
BI3

Tabulasi Data (n

BIS
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1.5
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1.5
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1.5
1.5
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1.5

1.5

1.5
1.5

2.5

2.5
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2.5

2.5

1.5
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1.5
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Lampiran 2 (Lanjutan)

190)
BI3

Tabulasi Data (n

BIS
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1.5
1.5

1.5

1.5

1.5
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1.5
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BI31
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1.5
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1.5

1.5

1.5

1.5

1.5

2.5

1.5

3BI2

BI22

BI21

Bl1

1.5

1.5

1.5

2.5

1.5

3BI1

BI12
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Lampiran 2 (Lanjutan)

190)
BI3

Tabulasi Data (n

BIS

1.5

1.5

1.5

2.5

2.5

2.5
2.5

1.5

1.5
1.5
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1.5

1.5
1.5

1.5

2.5

2.5

2.5

1.5
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1.5
1.5
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1.5
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1.5

1.5
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1.5

1.5

2.5

1.5
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Bl1

1.5
1.5
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1.5

1.5

1.5

1.5
2.5
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190)
BI3

Tabulasi Data (n

BIS
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1.5
2.5

1.5
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Lampiran 2 (Lanjutan)

190)
BI3

Tabulasi Data (n
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Lampiran 3

Mean dan SD Variable — Variabel Indikator

N Mean Std. Deviation
KP11 190 4.4000 .58009
KP12 190 4.4105 .59084
KP1t 190 4.4053 46743
KP21 190 4.2105 56146
KP22 190 4.3158 62171
KP2t 190 4.2632 .50049
KP31 190 4.4316 .58468
KP32 190 4.3474 59572
KP3t 190 4.3895 .50489
KP41 190 4.2632 .61223
KP42 190 4.3000 57229
KP4t 190 4.2816 48895
KP51 190 4.3947 57916
KP52 190 4.3421 59434
KP5t 190 4.3684 48909
KP61 190 4.3263 61622
KP62 190 4.3842 59519
KP6t 190 4.3553 51829
KP71 190 4.3474 57769
KP72 190 4.4105 59973
KP73 190 4.3105 59397
KP7t 190 4.3579 45856
KP81 190 4.3053 55537
KP82 190 4.4158 57345
KP83 190 4.3263 56235
KP8t 190 4.3458 43175
KP91 190 4.3842 57713
KP92 190 4.3263 56235
KPot 190 4.3553 48123
KP101 190 4.3789 58516
KP102 190 4.2579 51621
KP10t 190 4.3184 45417




Lampiran 3 (Lanjutan)

Mean dan SD Variable — Variabel Indikator

N Mean Std. Deviation

K11 190 4.2526 .68187
K12 190 4.2737 .59880
K1t 190 4.2632 52373
K21 190 4.2684 56019
K22 190 4.2947 .62359
K2t 190 4.2816 47244
K31 190 4.3158 59563
K32 190 4.3000 .59049
K3t 190 4.3079 46993
K41 190 4.2737 57168
K42 190 4.2316 51337
K4t 190 4.2526 43567
BI11 190 1.8368 713442
BI12 190 1.8526 .71962
Bl1t 190 1.8395 45631
BI21 190 1.8316 72961
BI122 190 1.6895 74422
BI2t 190 1.7605 46207
BI31 190 2.0105 67447
BI32 190 2.1526 .84382
BI3t 190 2.1000 56155
Bl41 190 1.7632 .61007
Bl142 190 1.8789 .58289
Bl4t 190 1.8158 47170
BI51 190 1.6947 .56482
BI152 190 1.8368 54405
BI5t 190 1.7658 44441
Valid N 190

(listwise)




Lampiran 4

Hasil Korelasi antar Indikator dalam Variabel

Correlations
KP11 KP12 KP1t
KP11 | Pearson Correlation 1 275" 794"
Sig. (2-tailed) 000 000
N 190 190 190
KP12 | Pearson Correlation 275" 1 803"
Sig. (2-tailed) 000 000
N 190 190 190
KP1t Pearson Correlation 794" 803" 1
Sig. (2-tailed) 000 000
N 190 190 190
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
KP21 KP22 KP2t
KP21 | Pearson Correlation 1 430" 828"
Sig. (2-tailed) 000 000
N 190 190 190
KP22 | Pearson Correlation 4307 1 862"
Sig. (2-tailed) .000 .000
N 190 190 190
KP2t Pearson Correlation 828" 862" 1
Sig. (2-tailed) 000 000
N 190 190 190

**_Correlation is significant at the 0.01 level (2-tailed).




Lampiran 4 (Lanjutan)

Correlations

KP31 KP32 KP3t
KP31 | Pearson Correlation 1 464" 852"
Sig. (2-tailed) 000 000
N 190 190 190
KP32 | Pearson Correlation 464" 1 858"
Sig. (2-tailed) 000 000
N 190 190 190
KP3t | Pearson Correlation 852" 858" 1
Sig. (2-tailed) 000 000
N 190 190 190
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
KP41 KP42 KP4t
KP41 | Pearson Correlation 1 362" 838"
Sig. (2-tailed) .000 .000
N 190 190 190
KP42 | Pearson Correlation 362" 1 812"
Sig. (2-tailed) .000 .000
N 190 190 190
KP4t | Pearson Correlation 838" 812" 1
Sig. (2-tailed) 000 000
N 190 190 190

**_Correlation is significant at the 0.01 level (2-tailed).




Lampiran 4 (Lanjutan)

Correlations

KP51 KP52 KP5t
KP51 | Pearson Correlation 1 390" 829"
Sig. (2-tailed) 000 000
N 190 190 190
KP52 | Pearson Correlation 390" 1 838"
Sig. (2-tailed) 000 000
N 190 190 190
KP5t | Pearson Correlation 829" 838" 1
Sig. (2-tailed) 000 000
N 190 190 190

**_Correlation is significant at the 0.01 level (2-tailed).

Correlations

KP61 KP62 KP6t
KP61 | Pearson Correlation 1 464" 861"
Sig. (2-tailed) 000 000
N 190 190 190
KP62 | Pearson Correlation 464" 1 850"
Sig. (2-tailed) .000 .000
N 190 190 190
KP6t | Pearson Correlation 861" 850" 1
Sig. (2-tailed) .000 .000
N 190 190 190

**_Correlation is significant at the 0.01 level (2-tailed).



Lampiran 4 (Lanjutan)

Correlations

KP71 KP72 KP73 KP7t
KP71 | Pearson Correlation 1 457" 409" 810"
Sig. (2-tailed) .000 .000 .000
N 190 190 190 190
KP72 | Pearson Correlation 457" 1 2797 750"
Sig. (2-tailed) .000 .000 .000
N 190 190 190 190
KP73 | Pearson Correlation 409" 279" 1 736"
Sig. (2-tailed) .000 .000 .000
N 190 190 190 190
KP7t | Pearson Correlation 810" 750" 736" 1
Sig. (2-tailed) .000 .000 .000
N 190 190 190 190
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
KP81 KP82 KP83 KP8t
KP81 | Pearson Correlation 1 347" 3747 753"
Sig. (2-tailed) .000 .000 .000
N 190 190 190 190
KP82 | Pearson Correlation 347" 1 348" 752"
Sig. (2-tailed) .000 .000 .000
N 190 190 190 190
KP83 | Pearson Correlation 3747 348" 1 758"
Sig. (2-tailed) .000 .000 .000
N 190 190 190 190
KP8t | Pearson Correlation 753" 752" 758" 1
Sig. (2-tailed) .000 .000 .000
N 190 190 190 190

**_Correlation is significant at the 0.01 level (2-tailed).




Lampiran 4 (Lanjutan)

Correlations

KP91 KP92 KP9t
KP91 | Pearson Correlation 1 427" 849"
Sig. (2-tailed) .000 .000
N 190 190 190
KP92 | Pearson Correlation 427" 1 840"
Sig. (2-tailed) 000 .000
N 190 190 190
KP9t | Pearson Correlation 849" 840" 1
Sig. (2-tailed) 000 000
N 190 190 190
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
KP101 KP102 KP10t
KP101 | Pearson Correlation 1 358" 848"
Sig. (2-tailed) .000 .000
N 190 190 190
KP102 Pearson Correlation 358" 1 799”7
Sig. (2-tailed) .000 .000
N 190 190 190
KP10t | Pearson Correlation 848" 799" 1
Sig. (2-tailed) .000 .000
N 190 190 190

**_Correlation is significant at the 0.01 level (2-tailed).




Lampiran 4 (Lanjutan)

Correlations

K11l K12 K1t
K11 | Pearson Correlation 1 335" 843"
Sig. (2-tailed) 000 000
N 190 190 190
K12 | Pearson Correlation 335" 1 790"
Sig. (2-tailed) 000 000
N 190 190 190
Kit | Pearson Correlation 843" 790" 1
Sig. (2-tailed) 000 000
N 190 190 190
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
K21 K22 K2t
K21 | Pearson Correlation 1 272" 772"
Sig. (2-tailed) 000 000
N 190 190 190
K22 | Pearson Correlation 272" 1 821"
Sig. (2-tailed) 000 000
N 190 190 190
K2t Pearson Correlation 772" 821" 1
Sig. (2-tailed) 000 000
N 190 190 190

**_Correlation is significant at the 0.01 level (2-tailed).




Lampiran 4 (Lanjutan)

Correlations

K31 K32 K3t
K31 | Pearson Correlation 1 256" 794"
Sig. (2-tailed) 000 000
N 190 190 190
K32 | Pearson Correlation 256 1 790"
Sig. (2-tailed) 000 000
N 190 190 190
K3t Pearson Correlation 794" 790" 1
Sig. (2-tailed) 000 000
N 190 190 190

**_Correlation is significant at the 0.01 level (2-tailed).

Correlations

K41 K42 K4t
K41 | Pearson Correlation 1 288" 826"
Sig. (2-tailed) 000 000
N 190 190 190
K42 | Pearson Correlation 288" 1 778"
Sig. (2-tailed) 000 000
N 190 190 190
Kat Pearson Correlation 826" 778" 1
Sig. (2-tailed) 000 000
N 190 190 190

**_Correlation is significant at the 0.01 level (2-tailed).



Lampiran 4 (Lanjutan)

Correlations

BIll BI12 BI1lt
BI11 | Pearson Correlation 1 -.218" 641"
Sig. (2-tailed) 003 000
N 190 190 190
BI12 | Pearson Correlation -.218" 1 609"
Sig. (2-tailed) 000 000
N 190 190 190
BI1t Pearson Correlation 641" 609" 1
Sig. (2-tailed) 000 000
N 190 190 190
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
BI21 BI22 BI2t
BI21 | Pearson Correlation 1 -.214" 617"
Sig. (2-tailed) 003 000
N 190 190 190
BI22 | Pearson Correlation -214" 1 637"
Sig. (2-tailed) 000 000
N 190 190 190
BI2t | Pearson Correlation 617" 637" 1
Sig. (2-tailed) 000 000
N 190 190 190

**_Correlation is significant at the 0.01 level (2-tailed).




Lampiran 4 (Lanjutan)

Correlations
BI31 BI32 BI3t
BI31 | Pearson Correlation 1 096" 668~
Sig. (2-tailed) 185 000
N 190 190 190
BI32 | Pearson Correlation 096" 1 805"
Sig. (2-tailed) 000 000
N 190 190 190
BI3t | Pearson Correlation 668" 805" 1
Sig. (2-tailed) 000 000
N 190 190 190
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
Bl41 Bl42 Bl4t
Bl41 | Pearson Correlation 1 274" 813"
Sig. (2-tailed) 000 000
N 190 190 190
Bl42 | Pearson Correlation 274" 1 783"
Sig. (2-tailed) 000 000
N 190 190 190
Bl4t | Pearson Correlation 813" 783" 1
Sig. (2-tailed) 000 000
N 190 190 190

**_Correlation is significant at the 0.01 level (2-tailed).




Lampiran 4 (Lanjutan)

Correlations

BI51 BI52 BI5t
BI5S1 | Pearson Correlation 1 285" 810"
Sig. (2-tailed) 000 000
N 190 190 190
BI5S2 | Pearson Correlation 285" 1 793"
Sig. (2-tailed) 000 000
N 190 190 190
BI5t | Pearson Correlation 810" 793" 1
Sig. (2-tailed) 000 000
N 190 190 190

**_Correlation is significant at the 0.01 level (2-tailed).



Lampiran 5
Analysis Summary
Date and Time

Date: Tuesday, 19 July 2011
Time: 1:35:36 PM

Notes for Group (Group number 1)

The model is recursive.
Sample size = 190

Your model contains the following variables (Group number 1)

Observed, endogenous variables
KP1

KP2

KP3

KP4

KP5

KP6

KP7

KP8

KP9

KP10

K1

K2

K3

K4

BI1

BI2

BI3

Bl4

BI5

Unobserved, endogenous variables
KUALITAS_PELAYANAN_(X1)
KEPUASAN_PASIEN_ (Y1)
BEHAVIOR_INTENTION_PASIEN (Y2)
Unobserved, exogenous variables
el

e2

e3

ed

e5

e6

e’

e8



e9

el0
ell
el?2
el3
eld
el5
el6
el7
el8
el9
z2

z3

z1

Variable counts (Group number 1)

Number of variables in your model: 44

Number of observed variables: 19
Number of unobserved variables: 25
Number of exogenous variables: 22
Number of endogenous variables: 22

Parameter summary (Group number 1)

Weights Covariances Variances Means Intercepts Total
Fixed 25 0 0 0 0 25
Labeled 0 0 0 0 0 0
Unlabeled 19 0 22 0 0 41
Total 44 0 22 0 0 66
Notes for Model (Default model)
Computation of degrees of freedom (Default model)
Number of distinct sample moments: 190
Number of distinct parameters to be estimated: 41
Degrees of freedom (190 - 41): 149

Result (Default model)

Minimum was achieved
Chi-square = 291.736
Degrees of freedom = 149
Probability level =.000




Assessment of normality (Group number 1)

Variable min max skew c.r. Kkurtosis C.I.
BI5 1.000 3.000 .018 .100 -122 -.343
Bl4 1.000 3.000 -.004 -.021 -.148  -.418
BI3 1.000 3.000 .253 1.421 -.905 -2.548
BI2 1.000 3.000 .079 446 .030 .083
Bll 1.000 3.000 .216 1.214 384 1.080
K4 3.000 5.000 .128 721 -.458 -1.288
K3 3.000 5.000 -.433 -2.438 -.063 -.178
K2 3.000 5.000 -.088 -.496 -569 -1.600
K1 3.000 5.000 -.347 -1.951 -407 -1.144
KP10 3.000 5.000 -.283 -1.593 .064 181
KP9 3.000 5.000 -.216 -1.217 -474 -1.333
KP8 3.000 5.000 -.267 -1.503 -130 -.366
KP7 3.000 5.000 -426 -2.397 -223  -.626
KP6 3.000 5.000 -.429 -2413 -405 -1.139
KP5 3.000 5.000 -.305 -1.715 -482 -1.357
KP4 3.000 5.000 -.229 -1.286 -390 -1.098
KP3 3.000 5.000 -413 -2.324 -410 -1.155
KP2 3.000 5.000 -.152 -.854 -536 -1.507
KP1 3.000 5.000 -.434 -2.441 -315  -.887
Multivariate 5308 1.295

Observations farthest from the centroid (Mahalanobis distance) (Group number 1)

Observation number | Mahalanobis d-squared pl p2
85 44824 001 .129
44 35.836 .011 .622
54 34792 .015 535

177 33.221 .023 .627
27 32.721 .026 .547
12 32586 .027 .401

126 31.270 .038 .578

182 30.580 .045 .622
16 30.247 .049 .582
57 29.608 .057 .647
34 29.193 .063 .657

160 29.097 .064 572

8 28.457 075 .674

151 28.343 .077 .608

112 28.132 .081 .578

155 28.017 .083 .516

148 28.015 .083 .413
55 28.003 .083 .321




Observation number | Mahalanobis d-squared pl p2
142 27.956 .084 .251
113 27.214 100 .435
161 27.183 .100 .356

28 27.088 .103 .308
173 26.810 .109 .332
144 26.620 .114 .326
162 26.055 .129 .485

65 25.984 131 .432
101 25.607 .142 522
165 25.569 .143 457
178 25.348 .149 481

37 25.084 .158 .529
129 25.014 .160 .485
133 24779 .168 .523

47 24706 .170 .483
128 24401 .181 .562
168 24.016 .196 .681

88 23.840 .202 .698
188 23.773 205 .665
184 23.388 .221 .779
156 23.330 .223 .748

82 23.067 .234 .805
120 22906 .242 .819
187 22.716 .250 .843
107 22,716 .250 .798

39 22.637 254 782

38 22505 .260 .788
170 22.465 262 .755
157 22.332 .268 .764
132 22.233 273 .758

2 22.091 .280 .772
174 22.046 .282 .742

40 21.807 .294 .802

122 21.804 .294 756
4 21.746 297 732

80 21.716 .299 .693
105 21.694 300 .648
100 21.692 .300 .588

33 21.662 .301 544

22 21.375 316 .656

15 21.237 .324 678

6 21.227 324 .627

20 21.102 331 .643

190 21.095 .332 .588




Observation number | Mahalanobis d-squared pl p2
130 21.047 .334 557
164 20.617 .358 .755

18 20591 .360 .719
9 20.388 .372 777
114 20.364 .373 .743
119 20.305 .376 .725
131 20.278 .378 .689
167 20.135 .386 .720
124 20.132 .387 .669
53 20.060 .391 .659
94 19.922 399 .689
121 19.892 401 .654
59 19.884 402 .603
150 19.870 .402 .555
180 19.833 405 521
23 19.794 407 .489
89 19.681 .414 .508
116 19.664 415 .461
189 19.592 420 .452
176 19.529 423 437
1 19.427 430 .450
17 19.339 435 452
134 19.235 442 467
60 19.117 449 492
154 19.100 .450 .446
143 19.049 454 424
99 18.946 .460 .439
135 18.936 .461 .389
81 18.843 467 .397
137 18.841 467 .344
56 18.825 468 .302
11 18.813 469 .260
92 18.776 .471 .235
171 18.766 .472 .198
3 18.708 .476 .187
62 18.702 .476 .153
118 18.678 .478 .131
104 18.606 .482 .127




Sample Covariance’s (Group number 1)

BI5 Bl4 BI3 BI2 BIl K4 K3 K2 K1 KP10 KP9 KP8 KP7 KP6 KP5 KP4 KP3 KP2 KP1
BIS .196
Bl4 102 221
BI3 059 076 .314
BI2 148 .098 071 .212
BI1 140 169 066  .091  .207
K4 -072 -089 -056 -079 -092 .189
K3 -067 -101 -074 -079 -087 .106 .220
K2 -059 -076 -077 -064 -059 .084 .094 222
K1 -094 -107 -062 -098 -109 .102 .107 .125 .273
KP10 | -.045 -057 -041 -045 -059 .075 .065 .062 .065 .205
KP9 | -047 -048 -038 -062 -056 .059 .059 .046 .068 107 .230
KP8 | -042 -051 -045 -044 -049 .051 .057 .052 .073 084 .092 .185
KP7 | -049 -052 -038 -051 -053 .062 .046 .058 .061 080 .082 .097 .209
KpP6 | -056 -069 -033 -060 -069 .093 .066 .085 .078 112 .094 101 114 .267
KP5 | -049 -060 -046 -051 -058 .064 .071 .079 .077 093 .093 .102 .098 .147 .238
KP4 | -033 -045 -036 -030 -052 .043 .038 .033 .043 .083 .096 .102 .090 .121 .105 .238
KP3 | -050 -047 -034 -040 -064 .061 .058 .039 .050 09 .091 .103 .103 .123 .120 .121 254
KP2 | -041 -054 -064 -050 -050 .036 .056 .061 .065 070 .091 .078 .099 .117 111 .105 .098 .249
KP1 | -033 -054 -027 -040 -052 .052 .062 .053 .057 097 .081 .079 .087 .107 .088 .096 .095 .122 .217

Condition number = 80.949
Eigenvalues

1.561 .540 .274 .241 .185 .178 .173 .153 .138 .132 .121 .118 .107 .103 .084 .082 .073 .066 .019

Determinant of sample covariance matrix = 1.949




Sample Correlations (Group number 1)

BI5 B4 BI3 BI2 BIl K4 K3 K2 KI KPI0 KP9 KP8 KP7 KP6 KP5 KP4 KP3 KP2 KP1L
BI5 | 1.000

Bl4 487 1.000

BI3 237 290  1.000

BI2 724 452 276  1.000

BI1 694 790 259 432 1.000

K4 -376  -435 -228 -394 -467 1.000

K3 -324  -459 -283 -365 -410 523  1.000

K2 -283  -342 -291 -295 -274 411 424 1.000

K1 -404  -435 -211 -405 -459 449 438 506 1.000

KP10 | -225 -268 -162 -215 -288  .380  .307  .289  .274  1.000

KP9 | -221 -211 -142 -282 -257 283 262  .203  .273  .490  1.000

KP8 | -222 -249 -187 -223 -253 274 281 256  .327 431 446  1.000

KP7 | -241 -244 -148 -240 -256 310 214 270 255 386  .373  .491  1.000

KP6 | -246 -283 -114 -250 -295 415 271 351 287  .478 377 453  .483  1.000

KP5 | -228 -260 -169 -228 -261  .300 310  .344 301 422 396 487 440 582  1.000

KP4 | -151 -198 -132 -133 -235 205  .168  .142  .169  .374 410  .485  .405 480  .443  1.000

KP3 | -222 -197 -119 -171 -278 278 245 164 191 420 375 474 447 474 487 491  1.000
KP2 | -185 -231 -231 -218 -219 167 239 261  .249 310 379  .365  .434 454 456 431 388 1.000
KPL | -158 -248 -105 -185 -245 255 284 241 232 461 362 395 410 445 385 424 404 526 1.000
Condition number = 74.147

Eigenvalues

6.891 2.392 1.109 .929 .810 .794

.750 .665 .604 .599 .529 .523 .486 .438 .382 .365 .333 .309 .093




Scalar Estimates (Group number 1 - Default model)

Maximum Likelihood Estimates

Regression Weights: (Group number 1 - Default model)

Estimate S.E. C.R. P Label
KEPUASAN_PASIEN (Y1) <--- KUALITAS PELAYANAN_(X1) 726 .128 5.696 *** par_17
BEHAVIOR_INTENTION_PASIEN (Y2) <--- KEPUASAN_PASIEN (Y1) - 797 130 -6.114 *** par_18
BEHAVIOR_INTENTION_PASIEN (Y2) <--- KUALITAS PELAYANAN_(X1) -.042 129 -.323 .746 par_19
KP1 <--- KUALITAS_PELAYANAN_(X1) 1.000
KP2 <--- KUALITAS PELAYANAN_(X1) 1.053 .141 7.447 *** par_1
KP3 <--- KUALITAS PELAYANAN_(X1) 1.135 147 7.700 *** par 2
KP4 <--- KUALITAS_PELAYANAN_(X1) 1.079 .142 7.617 *** par_3
KP5 <--- KUALITAS_PELAYANAN_(X1) 1.167 .146 8.002 *** par_4
KP6 <--- KUALITAS PELAYANAN_(X1) 1.279 155 8.270 *** par 5
KP7 <--- KUALITAS PELAYANAN_(X1) 1.012 .133 7.607 *** par 6
KP8 <--- KUALITAS_PELAYANAN_(X1) 994 127 7.817 *** par 7
KP9 <--- KUALITAS_PELAYANAN_(X1) 976 .138 7.089 *** par 8
KP10 <--- KUALITAS PELAYANAN_(X1) 981 .130 7.530 *** par 9
K1 <--- KEPUASAN_PASIEN_(Y1) 1.000
K2 <--- KEPUASAN_PASIEN_ (Y1) 803 .108 7.427 *** par_10
K3 <--- KEPUASAN_PASIEN_(Y1) 888 .115 7.750 *** par_11
K4 <--- KEPUASAN_PASIEN_(Y1) 857 .108 7.932 *** par_12
Bl1 <--- BEHAVIOR_INTENTION_PASIEN (Y2) 1.000
BI2 <--- BEHAVIOR_INTENTION_PASIEN (Y2) 667 .085 7.863 *** par_13
BI3 <--- BEHAVIOR_INTENTION_PASIEN (Y2) 456 102 4.454 *** par_14
Bl4 <--- BEHAVIOR_INTENTION_PASIEN (Y2) 944 063 14.912 *** par_15
BI5 <--- BEHAVIOR_INTENTION_PASIEN (Y2) 806 .069 11.740 *** par_16




Standardized Regression Weights: (Group number 1 - Default model)

Estimate
KEPUASAN_PASIEN (Y1) <--- KUALITAS_PELAYANAN_(X1) 594
BEHAVIOR_INTENTION_PASIEN (Y2) <--- KEPUASAN_PASIEN (Y1) -.700
BEHAVIOR_INTENTION_PASIEN (Y2) <--- KUALITAS PELAYANAN_ (X1) -.030
KP1 <--- KUALITAS PELAYANAN (X1) .633
KP2 <--- KUALITAS_PELAYANAN_(X1) .622
KP3 <--- KUALITAS_PELAYANAN_(X1) .665
KP4 <--- KUALITAS PELAYANAN (X1) .653
KP5 <--- KUALITAS PELAYANAN (X1) .706
KP6 <--- KUALITAS_PELAYANAN_(X1) .730
KP7 <--- KUALITAS_PELAYANAN_(X1) .653
KP8 <--- KUALITAS PELAYANAN (X1) .681
KP9 <--- KUALITAS PELAYANAN (X1) .600
KP10 <--- KUALITAS_PELAYANAN_(X1) .639
K1 <--- KEPUASAN_PASIEN (Y1) 691
K2 <--- KEPUASAN_PASIEN (Y1) .615
K3 <--- KEPUASAN_PASIEN (Y1) .684
K4 <--- KEPUASAN_PASIEN (Y1) 711
BIl <--- BEHAVIOR_INTENTION_PASIEN (Y2) .903
BI2 <--- BEHAVIOR_INTENTION_PASIEN (Y2) .595
BI3 <--- BEHAVIOR_INTENTION_PASIEN (Y2) .335
Bl4 <--- BEHAVIOR_INTENTION_PASIEN (Y2) .824
BI5 <--- BEHAVIOR_INTENTION_PASIEN (Y2) 47




Variances: (Group number 1 - Default model)

Estimate S.E. C.R. P Label
z1 087 .019 4.624 *** par_20
z2 .084 .019 4.501 *** par_21
z3 .082 .015 5.387 *** par_22
el 130 .015 8.900 *** par_23
e2 153 .017 8.944 *** par 24
e3 141 016 8.770 *** par_25
e4 136 .015 8.822 *** par_26
e5 119 .014 8.518 *** par_27
e6 125 .015 8.333 *** par_28
e’ 120 .014 8.833 *** par_29
e8 099 .011 8.673 *** par_30
e9 147 .016 9.034 *** par_31
el0 121 .014 8.874 *** par_32
ell 143 .019 7.668 *** par_33
el2 138 .017 8.347 *** par_34
el3 117 .015 7.818 *** par_35
el4 093 .012 7.488 *** par_36
el5 .038 .009 4.442 *** par_37
el6 137 .016 8.440 *** par_38
el7 279 .029 9.566 *** par_39
el8 071 .010 7.055 *** par_40
el9 087 .011 7.822 *** par_41




Squared Multiple Correlations: (Group number 1 - Default model)

Estimate
KUALITAS_PELAYANAN_ (X1) .000
KEPUASAN_PASIEN (Y1) 353
BEHAVIOR_INTENTION_PASIEN (Y2) 516
BI5 558
Bl4 .679
BI3 112
BI2 .354
Bl1 815
K4 .506
K3 468
K2 .378
K1 AT7
KP10 409
KP9 361
KP8 464
KP7 427
KP6 533
KP5 498
KP4 427
KP3 443
KP2 .387
KP1 401




Implied Covariances (Group number 1 - Default model)

BI5 Bl4 BI3 BI2 Bl1 K4 K3 K2 Kl KP10 KP9 KP8 KP7 KP6 KP5 KP4 KP3 KP2 KP1
BIS .196
Bl4 128 221
BI3 062 .073 314
BI2 091 .106 .051 .212
BIl 136 .159 077 113 .207
K4 -073 -086 -042 -061 -091 .189
K3 -076 -.089 -043 -063 -095 .099 .220
K2 -069 -081 -039 -057 -085 .090 .093 .222
K1 -086 -100 -049 -071 -106 .112 116 .105 .273
KP10 | -.043 -050 -024 -035 -053 .053 .055 .050 .062 .205
KP9 | -043 -050 -024 -035 -053 .053 .055 .050 .062 083 .230
KP8 | -043 -051 -025 -036 -054 .054 .05 .050 .063 085 .085 .185
KP7 | -044 -052 -025 -037 -055 .055 .057 .051 .064 087 .086 .088 .209
KP6 | -056 -065 -032 -046 -069 .069 .072 .065 .081 2109 109 111 118 267
KP5 | -051 -060 -029 -042 -063 .063 .066 .059 .074 100 099 .101 .103 .130 .238
KP4 | -047 -055 -027 -039 -058 .058 .061 .055 .068 092 092 .093 .095 .120 .110 .238
KP3 | -049 -058 -028 -041 -061 .062 .064 .058 .072 097 .097 .098 .100 .126 .115 .107 .254
KP2 | -046 -054 -026 -038 -057 .057 .059 .053 .067 090 .090 .091 .093 .117 .107 .099 .104 .249
KP1 | -044 -051 -025 -036 -054 .054 .056 .051 .063 .085 .085 .087 .088 .111 .102 .094 .099 .092 .217




Implied Correlations (Group number 1 - Default model)

BI5 Bl4 BI3 BI2 Bl1 K4 K3 K2 K1 KP10 KP9 KP8 KP7 KP6 KPS KP4 KP3 KP2 KP1
BI5 1.000
Bl4 .616  1.000
BI3 .250 276 1.000
BI2 444 490 199 1.000
Bl1 674 744 .302 537 1.000
K4 -381  -421  -171  -304 -461 1.000
K3 -367 -405 -164 -292  -443 486  1.000
K2 -330 -364 -148 -262 -398 437 421 1.000
K1 -370 -409 -166 -295  -448 491 472 425 1.000
KP10 | -213 -235 -095 -170 -257 270 .260 234 .262  1.000
KP9 -200 -221 -090 -159 @ -242 .254 .244 219 .246 .384  1.000
KP8 -227  -250 -102 -181 -274 .288 277 .249 .280 436 409  1.000
KP7 -218 -240 -097 -173  -263 276 .265 .239 .268 418 .392 445 1.000
KP6 -243 -268 -109 -194  -294 .309 .297 .267 .300 467 438 497 477 1.000
KP5 -235 -259 -105 -187 -284 .298 .287 .258 290 451 424 481 461 515 1.000
KP4 -217  -240 -097 -173  -.263 276 .265 .239 .268 418 392 445 427 AT77 461 1.000
KP3 -222  -245 -099 -176 -268 .281 .270 .243 273 425 400 453 435 486 470 435 1.000
KP2 -207  -229 -093 -165 -250 .263 .253 227 .255 .398 374 424 407 454 439 406 414 1.000
KP1 -211 -233  -094 -168  -.255 .268 .257 231 .260 405 .380 431 414 462 447 413 421 394 1.000




Residual Covariances (Group number 1 - Default model)

BI5 Bl4 BI3 BI2 BIl K4 K3 K2 Kl KP10 KP9 KP8 KP7 KP6 KPS KP4 KP3 KP2 KP1
BI5 .000
Bl4 -.027  .000
BI3 -003 .004  .000
BI2 .057 -008 .020 .000
Bl1 .004 010 -011 -022 .000
K4 .001 -003 -014 -018 -.001 .000
K3 .009 -012 -031 -016 .007 .007 .000
K2 .010 .005 -038 -007 .027 -005 .001 .000
K1 -008 -006 -013 -027 -003 -010 -009 .020 .000
KP10 | -.002 -007 -017 -009 -006 .022 .010 .012 .003 .000
KP9 -005 .002 -014 -027 -003 .006 .004 -.004 .007 .023  .000
KP8 .001 .000 -021 -008 .004 -003 .001 .001 .011 -001 .008 .000
KP7 -005 -001 -013 -014 001 .007 -011  .007 -003 -007 ~-004 .009 .000
KP6 -001 -004 -001 -014 .000 .024 -006 .021 -.003 .003 -015 -010 .001 .000
KP5 .002 .000 -017 -009 .005 .000 .005 .020 .003 -007 -006 .001 -005 .017 .000
KP4 .014 010 -009 .009 .006 -015 -022 -022 -025 -010 .004 .008 -005 .001 -.004 .00O
KP3 .000 .011 -006 .0010 -002 -001 -006 -019 -022 -001 ~-006 .004 .003 -003 .004 .014 .000
KP2 .005 000 -039 -012 .007 -021 -003 .008 -002 -020 .001 -013 .006 .000 .004 .006 -.007 .000
KP1 .011 -003 -003 -004 .002 -003 .006 .002 -.007 .012 -004 -007 -001 -004 -014 .002 -004 .031 .000




Standardized Residual Covariances (Group number 1 - Default model)

BIS Bl4 BI3 BI2 Bl1l K4 K3 K2 K1 KP10 KP9 KP8 KP7 KP6 KPS KP4 KP3 KP2  KP1
BI5 .000
Bl4 -1.505 .000
BI3 -.167 .182 .000
BI2 3512 -473 1.041 .000
Bl1 225 .503 -566 -1.278 .000
K4 .068 -.185 -777  -1.194  -.076 .000
K3 546 -692 -1.607 -.968 418 447 .000
K2 .612 283 -1.952 -438  1.589 -.333 .040 .000
K1 -440  -.330 -617 -1.453 -141 -521 -433 1.030 .000
KP10 -161  -.443 -.909 -611  -410 1.458 .624 .740 157 .000
KP9 -.286 125 -717  -1662 -204 .384 .246 -.213 .349 1.365 .000
KP8 .061 013  -1.168 -.576 .287 -179 .054 .089 .623 -.056 468 .000
KP7 -313  -.053 -.691 -.906 .089 455 -.684 419 -.180 -401  -.251 572 .000
KP6 -033 -192 -.064 -767  -.008 1.394 -.341 1.119 -.164 A35 =775 -547 .074 .000
KP5 098 -.014 -.865 -.551 .305 .017 .300 1.151 .150 =371 -349 .078  -.265 812 .000
KP4 .887 557 -473 541 370 -947  -1.299 -1.296 -1.318 -.548 231 503 -.276 .040 -221 .000
KP3 -.007 .634 -.276 077 -140 -.043 -343  -1.051 -1.094 -074 -317 .254 57 -.142 217 713 .000
KP2 295 -.026 -1.886 -.718 414 -1.281 -191 453 -084 -1.120 063  -.745 344 -011 205 309 -.333 .000
KP1 706 -.199 -.142 -.235 127 -173 .356 133 -.370 710 -233 -45% -051 -211 -779 134 -222 1.682 .000




Factor Score Weights (Group number 1 - Default model)

BI5 Bl4 BI3 BI2 BI1 K4 K3 K2 K1 KP10 KP9 KP8 KP7 KP6 KP5 KP4 KP3 KP2 KP1
KUALITAS_PELAYANAN_(X1) -.003 -.005 -.001 -.002 -.009 .016 .013 .010 .012 .076 .062 .094 .079 .097 .092 .074 .076 .065 .072
KEPUASAN_PASIEN_(Y1) -.033 -.048 -.006 -.017 -.094 .210 174 133 .160 .014 .012 .018 .015 .018 .017 .014 .014 .012 .014
BEHAVIOR_INTENTION_PASIEN (Y2) .154 221 .027 .081 434 -.033 -.027 -.021 -.025 -.003 -.002 -.004 -.003 -.004 -.003 -.003 -.003 -.002 -.003

Total Effects (Group number 1 - Default model)

KUALITAS_PELAYANAN_(X1)

KEPUASAN_PASIEN_(Y1)

BEHAVIOR_INTENTION_PASIEN (Y2)

KEPUASAN_PASIEN_(Y1)

BEHAVIOR_INTENTION_PASIEN (Y2)

BI5
Bl4
BI3
BI2
BI1
K4
K3
K2
K1
KP10
KP9
KP8
KP7
KP6
KP5
KP4
KP3
KP2
KP1

.726
-.621
-.500
-.586
-.283
-414
-.621

.622

.645

.583

.726

981

976

.994
1.012
1.279
1.167
1.079
1.135
1.053
1.000

.000
-.797
-.642
-.752
-.363
-.532
-797

.857

.888

.803
1.000

.000

.000

.000

.000

.000

.000

.000

.000

.000

.000

.000
.000
.806
944
456
.667
1.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000
.000




Standardized Total Effects (Group number 1 - Default model)

KUALITAS_PELAYANAN_(X1) KEPUASAN_PASIEN_(Y1) BEHAVIOR_INTENTION_PASIEN (Y2)
KEPUASAN_PASIEN_(Y1) .594 .000 .000
BEHAVIOR_INTENTION_PASIEN (Y2) -.446 -.700 .000
BI5 -.333 -.523 747
Bl4 -.367 -577 824
BI3 -.149 -.234 .335
BI2 -.265 -416 595
BlI1 -.402 -.632 .903
K4 423 711 .000
K3 406 .684 .000
K2 .365 .615 .000
K1 410 691 .000
KP10 .639 .000 .000
KP9 .600 .000 .000
KP8 .681 .000 .000
KP7 .653 .000 .000
KP6 730 .000 .000
KPS .706 .000 .000
KP4 .653 .000 .000
KP3 .665 .000 .000
KP2 .622 .000 .000
KP1 .633 .000 .000




Direct Effects (Group number 1 - Default model)

KUALITAS_PELAYANAN_(X1) KEPUASAN_PASIEN_(Y1) BEHAVIOR_INTENTION_PASIEN (Y2)
KEPUASAN_PASIEN_(Y1) .726 .000 .000
BEHAVIOR_INTENTION_PASIEN (Y2) -.042 - 797 .000
BI5 .000 .000 .806
Bl4 .000 .000 944
BI3 .000 .000 456
BI2 .000 .000 .667
Bl1 .000 .000 1.000
K4 .000 .857 .000
K3 .000 .888 .000
K2 .000 .803 .000
K1 .000 1.000 .000
KP10 981 .000 .000
KP9 976 .000 .000
KP8 .994 .000 .000
KP7 1.012 .000 .000
KP6 1.279 .000 .000
KPS 1.167 .000 .000
KP4 1.079 .000 .000
KP3 1.135 .000 .000
KP2 1.053 .000 .000
KP1 1.000 .000 .000




Standardized Direct Effects (Group number 1 - Default model)

KUALITAS_PELAYANAN_(X1) KEPUASAN_PASIEN_(Y1) BEHAVIOR_INTENTION_PASIEN (Y2)
KEPUASAN_PASIEN_(Y1) .594 .000 .000
BEHAVIOR_INTENTION_PASIEN (Y2) -.030 -.700 .000
BI5 .000 .000 747
Bl4 .000 .000 824
BI3 .000 .000 .335
BI2 .000 .000 .595
Bl1 .000 .000 .903
K4 .000 711 .000
K3 .000 .684 .000
K2 .000 .615 .000
K1 .000 691 .000
KP10 .639 .000 .000
KP9 .600 .000 .000
KP8 .681 .000 .000
KP7 .653 .000 .000
KP6 730 .000 .000
KPS .706 .000 .000
KP4 .653 .000 .000
KP3 .665 .000 .000
KP2 .622 .000 .000
KP1 .633 .000 .000




Indirect Effects (Group number 1 - Default model)

KUALITAS_PELAYANAN_(X1) KEPUASAN_PASIEN_(Y1) BEHAVIOR_INTENTION_PASIEN (Y2)
KEPUASAN_PASIEN_(Y1) .000 .000 .000
BEHAVIOR_INTENTION_PASIEN (Y2) -.579 .000 .000
BI5 -.500 -.642 .000
Bl4 -.586 -.752 .000
BI3 -.283 -.363 .000
BI2 -414 -.532 .000
BlI1 -.621 -797 .000
K4 .622 .000 .000
K3 .645 .000 .000
K2 .583 .000 .000
K1 .726 .000 .000
KP10 .000 .000 .000
KP9 .000 .000 .000
KP8 .000 .000 .000
KP7 .000 .000 .000
KP6 .000 .000 .000
KPS .000 .000 .000
KP4 .000 .000 .000
KP3 .000 .000 .000
KP2 .000 .000 .000
KP1 .000 .000 .000




Standardized Indirect Effects (Group number 1 - Default model)

KUALITAS_PELAYANAN_(X1) KEPUASAN_PASIEN_(Y1) BEHAVIOR_INTENTION_PASIEN (Y2)
KEPUASAN_PASIEN_(Y1) .000 .000 .000
BEHAVIOR_INTENTION_PASIEN (Y2) -416 .000 .000
BI5 -.333 -.523 .000
Bl4 -.367 -577 .000
BI3 -.149 -.234 .000
BI2 -.265 -416 .000
BlI1 -.402 -.632 .000
K4 423 .000 .000
K3 406 .000 .000
K2 .365 .000 .000
K1 410 .000 .000
KP10 .000 .000 .000
KP9 .000 .000 .000
KP8 .000 .000 .000
KP7 .000 .000 .000
KP6 .000 .000 .000
KPS .000 .000 .000
KP4 .000 .000 .000
KP3 .000 .000 .000
KP2 .000 .000 .000
KP1 .000 .000 .000




Minimization History (Default model)

Negative

Smallest

Iteration . Condition# . Diameter F NTries Ratio
eigenvalues eigenvalue
0e 6 -1.004 9999.000 1614.441 0 9999.000
1l|e 5 -.158 3.475  812.226 20 219
2 | e* 1 -.092 1.277  457.314 4 921
3le 0 423.603 1.0561  325.708 5 .854
4 e 0 92.741 .650  312.797 3 .000
51]e 0 114.191 509  293.319 1 1.086
6|e 0 105.923 147 291.780 1 1.087
7|e 0 102.507 040  291.736 1 1.026
8 |e 0 100.664 002  291.736 1 1.001
9|e 0 100.628 .000 291.736 1 1.000




Model Fit Summary

CMIN
Model NPAR CMIN DF P CMIN/DF
Default model 41  291.736 149 .000 1.958
Saturated model 190 .000 0
Independence model 19 1658.421 171 .000 9.698
RMR, GFI
Model RMR GFI  AGFI PGFI
Default model 012  .879 846  .689
Saturated model .000 1.000
Independence model | .074  .318 .242  .286
Baseline Comparisons

NFl  RFI IFI  TLI
Model Deltal rhol Delta2 rho2 CFI
Default model 824 798 905 .890 .904
Saturated model 1.000 1.000 1.000
Independence model .000 .000 .000 .000 .000
Parsimony-Adjusted Measures
Model PRATIO PNFI PCFI
Default model 871 718 .788
Saturated model .000 .000 .000
Independence model 1.000 .000 .000




NCP

Model NCP LO 90 HI 90

Default model 142.736 98.102  195.167

Saturated model .000 .000 .000
Independence model | 1487.421 1360.617 1621.643

FMIN

Model FMIN FO LO90 HI90

Default model 1.544 755 519 1.033

Saturated model .000 .000 .000  .000
Independence model | 8.775 7.870 7.199 8.580

RMSEA

Model RMSEA LO90 HI9 PCLOSE
Default model 071 059  .083 .003
Independence model 215 205 224 .000

AIC

Model AlC BCC BIC CAIC
Default model 373.736  383.440 506.864  547.864
Saturated model 380.000 424970 996.935 1186.935
Independence model | 1696.421 1700.918 1758.114 1777.114
ECVI

Model ECVI LO90 HI9 MECVI

Default model

1.977

1.741

2.255

2.029




Model

ECVI LO9 HI90 MECVI

Saturated model

Independence model

2011 2011 2011
8.976 8.305 9.686

2.249
9.000

HOELTER

Model HOELTER HOELTER
.05 .01

Default model 116 125

Independence model 24 25

Execution time summary

Minimization:  .063
Miscellaneous: .280
Bootstrap: .000
Total: 343
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