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Pengaruh Brand Image terhadap Behavioral Intention melalui Patient 

Satisfaction dan Perceived Service Quality paada Instalasi  

Rawat Jalan Rumah Sakit Siloam  

di Surabaya 

 

ABSTRAK 

 

 Dewasa ini pasar potensial industri kesehatan di Indonesia masih 

terus terbuka lebar. Hal ini membuat rumah sakit di Indonesia semakin 

berlomba-lomba memberikan fasilitas dan pelayanan yang terbaik melalui 

teknologi kesehatan yang modern, dokter – dokter yang handal, dan sistem 

pelayanan yang cepat dan tanggap. 

 Penelitian ini ingin mengetahui dan menjelaskan pengaruh brand 

image terhadap behavioral intention melalui patient satisfaction dan 

perceived service quality pada instalasi rawat jalan rumah sakit siloam di 

Surabaya. Teknik analisis data yang digunakan adalah SEM (Structural 

Equation Modelling) dan menggunakan program LISREL. Penelitian ini 

mengambil 150 responden sebagai sampelnya yang dalam 6 bulan terakhir 

pernah berobat di Instalasi Rawat Jalan Rumah Sakit Siloam di Surabaya, 

atas keputusan sendiri, belum memiliki asuransi, dan berusia minimal 20 

tahun. 

Hasil dari penelitian ini membuktikan bahwa dari sembilan 

hipotesis yang diajukan, semuanya berpengaruh positif dan signifikan, 

hanya hipotesis kedelapan menunjukkan pengaruh tetapi tidak signifikan, 

karena pasien rawat jalan tidak terlalu memperhatikan indikator dari 

perceived service quality. 

 

Kata Kunci: Brand Image, Behavioral Intentions, Patient Satisfaction, 

Perceived Service Quality. 
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The effect of Brand Image on Behavioral Intention through Patient 

Satisfaction and Perceived Service Quality on Installation 

 Outpatient of Siloam Hospital 

 in Surabaya 

 

ABSTRACT 

 

 Currently the potential market of health industry in Indonesia is 

still open wide. This makes hospitals in Indonesia increasingly competing to 

provide the best facilities and services through modern health technology, 

reliable doctors, and fast and responsive service system. 

This research wanted to know and explain the influence of brand 

image toward behavioral intention through patient satisfaction and 

perceived service quality at outpatient installation of Hospital Siloam in 

Surabaya. Data analysis techniques used are SEM (Structural Equation 

Modeling) and use LISREL program. This study took 150 respondents as a 

sample who in the last 6 months had been treated at the Outpatient 

Installation Siloam Hospital in Surabaya, on his own decision, has no 

insurance, and aged at least 20 years. 

 The results of this study prove that of the nine hypotheses 

proposed, all have a positive and significant effect, only the eighth 

hypothesis shows the influence but not significant, because outpatients are 

not too concerned about indicators of perceived service quality. 

 

Keywords: Brand Image, Behavioral Intentions, Patient Satisfaction, 

Perceived Service Quality. 

 


