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ABSTRACT: This research aims to determine direct and indirect effects health service quality, facilities and
infrastructure, and administrative convenience to loyalty through patient satisfaction at Yadika Pondok Bambu
Hospital. The research design uses Explanatory Quantitative method. Primary data was collected via a
questionnaire. Population and sample in this study, all 224 inpatient BPJS Kesehatan patients were a saturated
or census sample. Data analysis method uses path analysis with calculation using Smart PLS 4 software. The
research result show that there is a significant direct influence of health service quality and administrative
convenience on patient satisfaction, there is significant direct influence of health service quality and patient
satisfaction on loyalty. There is also an indirect effect of health service quality and administrative convenience
to loyalty through patient satisfaction at Yadika Pondok Bambu Hospital.
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l. INTRODUCTION

The achievement of Universal Health Coverage (UHC) in Jakarta has significantly improved public
access to healthcare facilities, leading many people to switch to BPJS Kesehatan as their primary health
insurance. However, hospitals face financial challenges due to the INA CBGs payment system, which operates
on a package-based reimbursement with thin profit margins. As a result, hospitals must attract and retain a high
volume of patients to remain financially sustainable. In an increasingly competitive healthcare environment,
patient satisfaction plays a crucial role in ensuring patient loyalty to a hospital.

Patient satisfaction is defined as the comparison between a patient’s expectations and the perceived
performance of healthcare services. If the service meets or exceeds expectations, patients are satisfied and more
likely to return. Yadika Pondok Bambu Hospital, a Type C general hospital, has implemented several strategies
to enhance patient satisfaction.

A preliminary patient satisfaction survey conducted in October 2024 among 30 inpatients identified
key dissatisfaction areas: Healthcare Service Quality: 16.6% dissatisfaction, Facilities and Infrastructure: 23.3%
dissatisfaction, Administrative Convenience: 13.3% dissatisfaction. To improve patient retention, Yadika
Pondok Bambu Hospital aligns its services with hospital accreditation and Standard Operating Procedures
(SOPs) to maintain service quality.

While some quality indicators remain below target, Yadika Pondok Bambu Hospital continues efforts
to improve staff competency, introduce new services, adjust pricing, and optimize digital health service
promotion. Located in East Jakarta, Yadika Pondok Bambu Hospital was founded in 1976 and last renovated in
2000. BPJS Kesehatan administrative procedures have been a challenge for patients, impacting overall
satisfaction.

Given the rising demands for quality healthcare services, increasing competition, and financial
constraints from BPJS Kesehatan’s payment system, Yadika Pondok Bambu Hospital must focus on
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maintaining patient satisfaction to ensure loyalty. The empathy of healthcare professionals also plays a critical
role in patient experience. Past studies have explored patient satisfaction, but research gaps exist, such as: Lack
of studies on BPJS Kesehatan inpatients, Limited focus on private hospitals, Varying results in previous
research. This study aims to identify the key factors influencing BPJS Kesehatan inpatient satisfaction at Yadika
Pondok Bambu Hospital and develop strategies to enhance patient retention.

1. LITERATURE REVIEW

According to Choi et al. (2023), patient satisfaction is a subjective assessment of the quality of
healthcare services received, including medical care, interactions with healthcare providers, and hospital
facilities. Tan et al. (2022) emphasize that patient satisfaction is based on their experience with healthcare
services, influenced by physical comfort, communication with medical staff, and understanding of treatment
processes. Ehsani et al. (2021) highlight that patient satisfaction encompasses technical care quality, facility
comfort, and clear communication. Rana et al. (2020) note that patient satisfaction is linked to expectations,
effective communication, and successful treatment outcomes. Javadpour et al. (2020) define patient satisfaction
as the alignment between expectations and actual healthcare experiences. Overall, patient satisfaction is a
subjective evaluation based on service quality, communication, and treatment outcomes.

According to Nguyen & Lam (2023), patient loyalty refers to a patient's commitment or decision to
return to the same hospital for future healthcare services. Loyalty is built through positive experiences, including
the quality of medical care, hospital facilities, and interactions with medical and non-medical staff. Liu & Zhang
(2021) state that patient loyalty is closely related to patient satisfaction. Patients satisfied with both medical and
non-medical services are more likely to remain loyal, seek future treatment at the same hospital, and provide
positive recommendations. Adams & Jackson (2023) emphasize that patient loyalty is a long-term relationship
between patients and healthcare providers. This loyalty strengthens when hospitals maintain consistent service
quality and sustain good relationships with patients beyond their treatment period.

Donabedian (2023) defines healthcare service quality as comprising three main components: structure,
process, and outcome. Structure includes hospital facilities, medical staff, and resources. Process refers to the
interaction between healthcare providers and patients, while outcome measures the improvement in patient
health and satisfaction. Farsi & Khodadadi (2023) emphasize that healthcare quality should be assessed based
on safety, effectiveness, efficiency, and adequacy from the patient’s perspective. Meanwhile, WHO (2023)
defines quality healthcare as care that enhances patient health outcomes while ensuring safety and minimizing
medical errors.

According to Ferdinan & Sulistyo (2023), hospital facilities and infrastructure encompass all resources
supporting effective medical services. Facilities include medical equipment and technology, while infrastructure
refers to physical elements such as hospital buildings, patient rooms, and network systems. Adequate facilities
and infrastructure are crucial in maintaining healthcare quality. Sudarmaji (2022) highlights that these elements
support comprehensive healthcare services. Facilities include medical tools, medicines, and healthcare
technology, while infrastructure comprises hospital buildings, supply distribution routes, and drainage systems.
Together, they create a conducive environment for efficient services. Taufik & Dewi (2021) emphasize the
impact of facilities and infrastructure on patient satisfaction. Well-equipped medical facilities and comfortable
hospital buildings significantly enhance service quality, leading to improved patient experience and loyalty.

According to Sadeghi et al. (2022), administrative convenience refers to the process of simplifying
patient access to healthcare services quickly and without significant obstacles. This includes ease in registration,
insurance claims, and medical data management. Efficient administrative systems enhance patient experience,
reduce waiting times, and ensure more accurate healthcare services. Liu and Zhang (2021) define administrative
convenience in hospitals as encompassing all administrative procedures that facilitate patient access to services,
including efficient patient registration, transparency of medical procedures, and simplified payment and
insurance claim processes. A well-organized administrative system improves patient satisfaction and speeds up
service delivery. Farsi & Khodadadi (2023) highlight administrative convenience as efforts to minimize
complex bureaucracy, accelerate patient registration, and efficiently manage patient information. In hospitals, a
simple administrative system ensures that patients do not face difficulties in understanding or following
procedures, allowing them to focus on treatment.
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Figure 2.1 The Conceptual Framework of Research Variables

1. RESEARCH METHODS
The research design used was explanatory quantitative to prove the direct and indirect influence of
health service quality, facilities and infrastructure, and administrative convenience to loyalty through patient
satisfaction at Yadika Pondok Bambu Hospital. The population and research were all inpatient BPJS Kesehatan
patients at Yadika Pondok Bambu Hospital totaling 224 samples, while the sample used the questionnaire
method, while the data analysis method used path analysis with calculation using Smart PLS 4 software.

RESULTS AND DISCUSSION

RESULTS

Based on the respondent data above, it can be observed that 162 respondents, or 72.32%, are female,
and 62 respondents, or 27.68%, are male. Overall, the inpatient patients at BPJS Health Yadika Pondok Bambu
Hospital are predominantly female. Generally, women tend to be more proactive in utilizing healthcare services
compared to men, who may be more likely to delay treatment until their condition worsens. This may also
contribute to a higher number of female patients being hospitalized.

Gender Number Percentage
Female 162 72,32 %
Male 62 27,68 %
Total 224 100 %

Table 3.1 Respondents Based on Gender

Based on age, the researcher divided the respondents into three categories: 18-35 years (young adults),
36-60 years (adults), and over 60 years (elderly). According to the data below, 141 respondents, or 62.94%, are
aged 18-35 years, 71 respondents, or 31.70%, are aged 36-60 years, and 12 respondents, or 5.36%, are over 60
years old. It can be concluded that the majority of respondents fall within the productive age group, namely 18-
35 years, with a significantly larger number compared to the other age groups. The group over 60 years old
represents a minority in this study. This illustrates the dominance of the younger age group in the respondent
population.

Age Number Percentage
18-35y.0. 141 62,94 %
36-60 y.0. 71 31,70 %
>60 y.0. 12 5,36 %
Total 224 100 %

Table 3.2 Respondents Based on Age

The researcher categorized the respondents' education into seven levels. Based on the data above, 5
respondents, or 2.23%, reported having no formal education, 22 respondents, or 9.82%, completed elementary
school (SD), 14 respondents, or 6.25%, completed junior high school (SLTP), 68 respondents, or 30.36%,
completed senior high school (SLTA), 69 respondents, or 30.80%, completed a diploma (D3/D4), 45
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respondents, or 20.09%, completed a bachelor's degree (S1), and 1 respondent, or 0.45%, completed a master's
degree (S2). The majority of respondents had completed senior high school (SLTA) or a diploma (D3/D4),
indicating that most respondents had received education up to the senior high school and diploma levels.
Meanwhile, those with no formal education or a master's degree (S2) were in the minority in this study.

Education Number Percentage
No Formal Education 5 2,23 %
SD 22 9,82 %
SLTP 14 6,25 %
SLTA 68 30,36 %
D3/D4 69 30,80 %
S1 45 20,09 %
S2 1 0,45 %
Total 224 100 %

Table 3.3 Respondents Based on Education

The researcher categorized the respondents' occupations into four categories. Based on the data below,
26 respondents, or 11.61%, reported being unemployed, 26 respondents, or 11.61%, were housewives (IRT),
171 respondents, or 76.34%, worked in the private sector, and 1 respondent, or 0.45%, was a civil servant
(PNS). The majority of respondents were employed in the private sector, reflecting the dominance of this sector
in the study population. This may indicate the local economic conditions, where more job opportunities are
available in the private sector compared to other sectors.

Occupation Number Percentage
Tidak Bekerja 26 11,61 %
Ibu RumahTangga 26 11,61 %
Swasta 171 76,34 %
PNS 1 0,45 %
Total 224 100 %

Table 3.4 Respondents Based on Occupation

The researcher categorized marital status into two categories. Based on the data below, 90 respondents,
or 40.18%, were single or unmarried, while 134 respondents, or 59.82%, were married. The majority of
respondents were married, reflecting that marriage is a common condition in the study population. However, the
proportion of respondents who are single or unmarried is also relatively large, which may be related to the age
distribution, as most respondents belong to the younger age group.

Marital Status Number Percentage
Menikah 134 59,82 %
Tidak / Belum Menikah 90 40,18 %
Total 224 100 %

Table 3.5 Respondents Based on Marital Status

The researcher categorized the inpatient class into four categories. Based on the data above, 43
respondents, or 19.20%, were in Class 3; 8 respondents, or 3.57%, were in Class 2; 161 respondents, or 71.88%,
were in Class 1; and 12 respondents, or 5.36%, were in the VIP class. The majority of respondents were in Class
1, indicating that this class is the most common category in the study population and that patients in this class
enjoy relatively good inpatient facilities at Yadika Pondok Bambu Hospital.

Inpatient Class Number Percentage
Class 3 43 19,20 %
Class 2 8 3,57 %
Class 1 161 71,88 %
Class VIP 12 5,36 %
Total 224 100 %

Table 3.6 Respondents Based on Inpatient Class
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Direct Influence

Original Sample 32?,?:3;?1 T statistics | P
sample (O) mean (M) (STDEV) (|O/STDEV)) values
Health Service Quality -> Patient | ; 5o, 0.576 0.078 7.405 0.000
Satisfaction
Fac_llltles_ & Infrastructure -> Patient -0.104 -0.100 0.091 1144 0.253
Satisfaction
Administrative ~ Convenience  -> | ;o7 0.439 0.111 3.920 0.000
Patient Satisfaction
Patient Satisfaction -> Loyalty 0.532 0.527 0.100 5.303 0.000
Health Service Quality -> Loyalty 0.410 0.413 0.089 4.626 0.000
Facilities & Infrastructure -> -0.032 -0.032 0.079 0.408 0.683
Loyalty
Administrative  Convenience -> -0.010 -0.009 0.098 0.106 0915
Loyalty

The influence of health service quality on patient satisfaction shows a path coefficient value of < 0.001, P
Values <0.05 with a T statistic value of 7.405. This value is greater than T Table (1.69), which means that the
relationship between healthcare service quality and patient satisfaction is statistically significant.

The influence of facilities & infrastructure on Patient Satisfaction shows a path coefficient value of 0.253, P
Values >=0.05 with a T statistic value of 1.144. This value is smaller than T Table (1.69), which means there is
no statistically significant effect between facilities & infrastructure and patient satisfaction.

The influence of administrative convenience on patient satisfaction shows a path coefficient value of < 0.001, P
Values <0.05 with a T statistic value of 3.920. This value is greater than T Table (1.69), which means that the
relationship between administrative convenience and patient satisfaction is statistically significant.

The influence of patient satisfaction on loyalty shows a path coefficient value of < 0.001, P Values <0.05 with a
T statistic value of 5.303. This value is greater than T Table (1.69), which means that the relationship between
patient satisfaction and loyalty is statistically significant.

The influence of health service quality on loyalty shows a path coefficient value of < 0.001, P Values <0.05 with
a T statistic value of 4.626. This value is greater than T Table (1.69), which means that the relationship between
health service quality and loyalty is statistically significant.

The influence of facilities & infrastructure on loyalty shows a path coefficient value of 0.683, P Values >=0.05
with a T statistic value of 0.408. This value is smaller than T Table (1.69), which means there is no statistically
significant effect between facilities & infrastructure and loyalty.

The influence of administrative convenience on loyalty shows a path coefficient value of 0.915, P Values
>=0.05 with a T statistic value of 0.106. This value is smaller than T Table (1.69), which means there is no
statistically significant effect between administrative convenience and loyalty.

Indirect Influence

Original Sample Standard deviation | T statistics | P
sample (O) | mean (M) (STDEV) (JO/STDEV)) values
Health Service Quality -> | 559 0.304 0.074 4.185 0.000
Loyalty
Facilities & Infrastructure -0.056 -0.055 0.052 1074 0.283
-> L oyalty
Administrative 0.232 0.233 0.079 2.949 0.03
Convenience -> Loyalty

The results of the analysis show that the indirect effect of health service quality on loyalty through patient
satisfaction is positive and significant with a path coefficient value of <0.001, P Values <0.05 and T Statistics of
4.185, greater than T table 1.69, so the effect is positive and significant.

The results of the analysis show that the indirect effect of facilities & infrastructure on loyalty through patient
satisfaction is no statistically significant with a path coefficient value of 0.283, P Values >=0.05 and T Statistics
of 1.074, smaller than T table 1.69, so the effect is not significant.

The results of the analysis show that the indirect effect of administrative convenience on loyalty through patient
satisfaction is positive and significant with a path coefficient value of 0.03, P Values <0.05 and T Statistics of
2.949, greater than T table 1.69, so the effect is positive and significant.
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DISCUSSION
Healthcare Service Quality — Patient Satisfaction (p-value = 0.000)

The very small p-value indicates that the relationship between healthcare service quality and patient
satisfaction is statistically significant. Since the p-value is less than 0.05, we reject the null hypothesis and
accept the alternative hypothesis, which states that healthcare service quality significantly affects patient
satisfaction.

Healthcare Service Quality refers to how well a hospital or healthcare provider meets the expected
service standards by patients, such as the quality of medical staff, service speed, diagnostic accuracy, and
quality of care. Patient Satisfaction is the perception or evaluation of the patient's experience while receiving
medical care at the hospital or healthcare facility. This satisfaction is influenced by various factors, including the
quality of the services they receive.

The results of this hypothesis test show that the higher the quality of healthcare services provided by
the hospital, the more likely patients are to feel satisfied. When patients perceive that the services they received
are of high quality, in terms of the medical staff’s skills, treatment process, or adequate facilities, they tend to be
more satisfied with their experience. Hospitals and healthcare providers should focus on improving service
quality. This effort can include regular medical staff training, enhancing medical facilities, implementing the
latest technologies, and developing more efficient and effective standard operating procedures.

The results of this hypothesis test show that healthcare service quality plays a crucial role in
influencing patient satisfaction. Therefore, Yadika Pondok Bambu Hospital, with its focus on service quality,
can enhance patient satisfaction, which in turn can improve the hospital's loyalty and reputation.

To address the issues and improve service quality, the following steps can be taken:

o Internal Evaluation: Conduct regular patient satisfaction surveys to identify service areas that need
improvement. Use patient feedback to address weaknesses.

e Enhance Medical Staff Competence: Provide continuous training to improve the skills of both medical
and non-medical staff, and reward staff who show good performance to enhance motivation.

e Optimize SOPs: Improve coordination between departments to ensure that patients receive services
without delays.

o Effective Communication: Train staff to communicate with empathy and clarity to patients, and
provide informational media such as brochures or apps to help patients better understand the services
available.

Healthcare Infrastructure — Patient Satisfaction (p-value = 0.253)

The p-value is greater than 0.05, which means we fail to reject the null hypothesis. In other words, there
is no statistically significant effect between healthcare infrastructure and patient satisfaction. Healthcare
infrastructure refers to the physical facilities provided by hospitals or healthcare providers, such as inpatient
rooms, waiting areas, medical equipment, cleanliness of the facilities, and environmental comfort. Patient
satisfaction is the subjective assessment of the service they received, influenced by many factors, including
medical service quality, staff interaction, and of course, physical facilities.

The test results show that, although healthcare infrastructure (such as hospital facilities) is important, its
impact on patient satisfaction is not statistically significant in this model. A p-value greater than 0.05 indicates
that other factors, such as service quality or Administrative Convenience, may play a more significant role in
determining patient satisfaction. In this study, although healthcare infrastructure remains important for physical
comfort, other factors like medical service quality or ease of access have a stronger influence on patient
perceptions of the hospital. Therefore, hospitals may need to pay more attention to aspects of medical service
rather than just focusing on improving infrastructure.

This hypothesis test result shows that healthcare infrastructure does not significantly affect patient
satisfaction. This suggests that, while physical hospital facilities are important for comfort, factors like the
quality of medical service and ease of administration are more dominant in influencing patient satisfaction.
Therefore, improvements in physical facilities should be complemented by enhanced service quality to create a
better patient experience.

Administrative Convenience — Patient Satisfaction (p-value = 0.000)

The very small p-value indicates that the relationship between Administrative Convenience and patient
satisfaction is statistically significant. Since the p-value is smaller than 0.05, we reject the null hypothesis and
accept the alternative hypothesis, which states that Administrative Convenience significantly influences patient
satisfaction.

Administrative Convenience refers to how the administrative processes in a hospital or healthcare
facility are organized and executed. This includes aspects such as patient registration, waiting times, payment
systems, appointment scheduling, and insurance claim processing. Efficient and easily understandable
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administration reduces the burden on patients, provides comfort, and accelerates service delivery. Patient
satisfaction is the perception or evaluation of patients regarding their experience in receiving medical and non-
medical services. This satisfaction is influenced by various factors, including the quality of medical services,
ease of access to services, and of course, the ease of the administrative process.

The test results show that the easier and more efficient the administrative processes at the hospital, the
higher the likelihood that patients will be satisfied with the service they receive. This may include the use of
online registration systems, reducing waiting times, and transparent, easily understood administrative
procedures. Hospitals should ensure that the administrative process is as simple and efficient as possible. The
use of technology to automate processes, such as online registration, quick claim processing, and appointment
scheduling management, can provide a better experience for patients and increase their satisfaction.

This hypothesis test result indicates that Administrative Convenience has a significant influence on
patient satisfaction. Therefore, hospitals and healthcare providers must focus on improving their administrative
processes to reduce confusion or delays that could cause discomfort to patients. Improving Administrative
Convenience can directly enhance patient satisfaction and, in the long term, support patient loyalty.

Patient Satisfaction — Patient Loyalty (p-value = 0.000)

The very small p-value indicates that the relationship between patient satisfaction and patient loyalty is
statistically significant. Since the p-value is smaller than 0.05, we reject the null hypothesis and accept the
alternative hypothesis, which states that patient satisfaction significantly influences patient loyalty.

The results of this hypothesis test show that the more satisfied patients are with the services they
receive, the more likely they are to return and use the hospital’s services again in the future. Patient satisfaction
encourages them to stay loyal to the healthcare provider and even recommend the services to others. Hospitals
and healthcare providers need to pay more attention to the factors influencing patient satisfaction, such as
improving the quality of medical services, the comfort of the facilities, and administrative efficiency. When
patients feel satisfied with their experience, they are more likely to become loyal patients and help improve the
hospital’s reputation.

The results indicate that patient satisfaction has a very significant impact on patient loyalty. Therefore,
hospitals must continue to strive to improve patient satisfaction through better service quality. High satisfaction
will build patient loyalty, which in turn can increase patient retention and strengthen the hospital’s image and
long-term sustainability.

Quality of Health Services — Patient Loyalty (p-value = 0.000)

The very small p-value indicates that the relationship between the quality of health services and patient
loyalty is statistically significant. Since the p-value is smaller than 0.05, we reject the null hypothesis and accept
the alternative hypothesis, which states that the quality of health services significantly influences patient loyalty.

The results of this hypothesis test show that the higher the quality of health services, the more likely
patients are to remain loyal and use the same healthcare services in the future. High-quality services build
patient trust in the hospital and strengthen the long-term relationship between the patient and healthcare
provider. Hospitals need to focus on improving the quality of both medical and non-medical services, such as
paying greater attention to patient needs, maintaining medical professionalism, and improving treatment
processes and available facilities. When the quality of services provided is excellent, patients feel more valued
and are more likely to stay loyal to the hospital.

The results of this test indicate that the quality of health services significantly influences patient
loyalty. Therefore, hospitals should focus on improving service quality to retain patients and build their loyalty.
By providing high-quality services that meet or even exceed patient expectations, hospitals can ensure high
loyalty levels and improve their long-term sustainability and reputation.

Healthcare Infrastructure — Patient Loyalty (p-value = 0.683)

The p-value, which is greater than 0.05, indicates that the relationship between healthcare infrastructure
and patient loyalty is not statistically significant. Since the p-value is greater than the significance level (0.05),
we fail to reject the null hypothesis. This means that healthcare infrastructure does not have a significant effect
on patient loyalty.

Healthcare Infrastructure encompasses various physical facilities and infrastructure available at
hospitals or healthcare facilities, such as treatment rooms, medical equipment, information systems, comfort of
facilities, cleanliness, and accessibility. Patient Loyalty refers to the tendency of patients to continue using the
same hospital’s services in the future and to recommend these services to others. Loyalty can be influenced by
many factors, including the quality of medical services, patient satisfaction, and overall experience during
treatment.

The results of this hypothesis test show that although adequate healthcare infrastructure may improve
patient comfort, it does not have a significant impact on patient loyalty in this study. This might suggest that
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while good physical facilities are important, other factors such as the quality of medical services or
Administrative Convenience may play a more dominant role in shaping patient loyalty. Given that healthcare
infrastructure did not significantly impact patient loyalty in this study, hospitals may need to focus more on
other factors that have a greater impact on loyalty, such as the quality of healthcare services and ease of
administration, which were shown to have a more significant effect in this hypothesis test.

The results of this test suggest that healthcare infrastructure does not have a significant effect on patient loyalty.
While good facilities are important for patient comfort, factors like the quality of medical services and
Administrative Convenience have a greater influence on patient loyalty. Therefore, hospitals and healthcare
providers should focus on improving these more relevant factors, although healthcare infrastructure should still
be well-maintained.

Administrative Convenience — Patient Loyalty (p-value = 0.915)

The p-value, which is much greater than 0.05, indicates that the relationship between Administrative
Convenience and patient loyalty is not statistically significant. Since the p-value exceeds the significance level
(0.05), we fail to reject the null hypothesis, meaning that Administrative Convenience does not have a
significant impact on patient loyalty.

Administrative Convenience encompasses various administrative aspects that affect the patient's
experience during their treatment process, such as registration, appointment scheduling, form filling, payment,
and interaction with administrative staff. This ease helps reduce any barriers or confusion for patients during
their care process. Patient Loyalty refers to the tendency of patients to continue using the same hospital or
healthcare facility’s services in the future and to recommend those services to others. Patient loyalty is
influenced by several factors, including the quality of medical services, patient experience, and comfort during
treatment.

The results of this hypothesis test show that although Administrative Convenience might contribute to
patient comfort during the care process, it does not significantly impact patient loyalty in this study. This
suggests that, while patients value a quick and easy administrative process, other factors like the quality of
healthcare services and patient satisfaction may play a more decisive role in determining their loyalty. Given
that Administrative Convenience does not significantly affect patient loyalty in this study, hospitals may need to
focus more on other factors that have a stronger impact on loyalty, such as improving the quality of healthcare
services and overall patient satisfaction.

The results indicate that while Administrative Convenience can improve comfort during treatment,
other factors like the quality of healthcare services and patient satisfaction have a greater influence on enhancing
patient loyalty. Therefore, hospitals and healthcare providers should focus on the aspects that have a more
substantial impact on patient loyalty.

Health Service Quality — Patient Loyalty through Patient Satisfaction as an Intervening Variable (p-
value = 0.000)

The very small p-value indicates that the relationship between health service quality and patient loyalty
through patient satisfaction as an intervening variable is statistically significant. Since the p-value is smaller
than the significance level (0.05), we reject the null hypothesis and accept the alternative hypothesis, meaning
that health service quality has a significant impact on patient loyalty through patient satisfaction.

Loyalty is influenced by the overall experience of the patient.

In this hypothesis, patient satisfaction acts as an intervening variable that connects health service
quality with patient loyalty. This means that health service quality can enhance patient satisfaction, and this
satisfaction then influences the patient's loyalty to the hospital. When patients feel satisfied with the quality of
services (both medical and non-medical), they are more likely to remain loyal to the healthcare provider.
Conversely, dissatisfaction can reduce patient loyalty.

The results show that health service quality significantly affects patient loyalty, but this effect occurs through
patient satisfaction. This means that hospitals that provide high-quality services will not only make patients feel
satisfied but also enhance their loyalty.

Importance of Focusing on Service Quality and Patient Satisfaction: Hospitals should focus on improving both
medical and non-medical service quality to enhance patient satisfaction. High patient satisfaction will strengthen
their loyalty and ensure they continue using the hospital's services in the future.

This hypothesis test result shows that health service quality significantly impacts patient loyalty, and this effect
occurs through patient satisfaction as an intervening variable. Therefore, hospitals should not only focus on
improving healthcare service quality but also on efforts to increase patient satisfaction, as both factors combined
can strengthen patient loyalty in the long term.

Health Infrastructure — Patient Loyalty through Patient Satisfaction as an Intervening Variable (p-value
=0.283)
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The p-value greater than 0.05 indicates that the relationship between health infrastructure and patient
loyalty through patient satisfaction as an intervening variable is not statistically significant. Since the p-value is
greater than the significance level (0.05), we fail to reject the null hypothesis, meaning that health infrastructure
does not significantly affect patient loyalty through patient satisfaction.

In this hypothesis, patient satisfaction acts as an intervening variable that connects health infrastructure
to patient loyalty. This means that although hospital facilities are important for patient comfort, the satisfaction
gained from these facilities alone is not enough to influence loyalty through the satisfaction intermediary.

The results indicate that while health infrastructure may enhance patient comfort, its impact on patient
loyalty through patient satisfaction is not significant. This suggests that while good infrastructure can improve
comfort, other factors (such as the quality of medical services or patient interaction experiences) may be more
dominant in influencing patient loyalty.

Hospitals and healthcare providers should consider that while health infrastructure is important, the
quality of medical services and patient satisfaction have a greater influence on patient loyalty. Focusing on
improving the quality of healthcare services and patient experiences can have a more significant impact on
patient loyalty.

These findings show that health infrastructure does not have a significant impact on patient loyalty
through patient satisfaction. While good infrastructure can improve patient comfort, it is not enough to
significantly influence patient loyalty through satisfaction. Therefore, hospitals should focus more on healthcare
quality and patient experience as stronger factors in enhancing patient loyalty.

Administrative Convenience — Patient Loyalty through Patient Satisfaction as an Intervening Variable
(p-value = 0.003)

The p-value less than 0.05 indicates that the relationship between Administrative Convenience and
patient loyalty through patient satisfaction as an intervening variable is statistically significant. Since the p-value
is smaller than the significance level (0.05), we reject the null hypothesis and accept the alternative hypothesis,
meaning that Administrative Convenience has a significant effect on patient loyalty through patient satisfaction.

In this hypothesis, patient satisfaction serves as an intervening variable connecting Administrative
Convenience to patient loyalty. This means that the ease of administrative processes perceived by the patient can
improve their satisfaction, which then influences their loyalty to the hospital. When patients experience ease in
administrative processes, they feel more valued and respected. The satisfaction generated from a smooth
administrative process can increase their desire to remain loyal and continue using the services in the future.

The results show that Administrative Convenience has a significant impact on patient loyalty through

patient satisfaction. Healthcare providers that can make administrative processes more efficient and accessible
will improve patient satisfaction, which in turn strengthens patient loyalty. Hospitals need to focus on
simplifying and improving Administrative Convenience to speed up service delivery and reduce patient
frustration. This can enhance the overall patient experience and encourage long-term loyalty.
These results suggest that Administrative Convenience has a significant effect on patient loyalty through patient
satisfaction. Therefore, hospitals should pay more attention to managing efficient and accessible administrative
processes to increase patient satisfaction. This increased satisfaction will ultimately enhance patient loyalty and
encourage them to continue using the hospital's services in the future.

V. CONCLUSION

1. The health service quality has a direct positive and significant effect on patient satisfaction of inpatient
BPJS Kesehatan patients at Yadika Pondok Bambu Hospital.

2. The facilities and infrastructure has no direct positive and no significant effect on patient satisfaction of
inpatient BPJS Kesehatan patients at Yadika Pondok Bambu Hospital.

3. The administration convenience has a direct positive and significant effect on patient satisfaction of
inpatient BPJS Kesehatan patients at Yadika Pondok Bambu Hospital.

4. The patient satisfaction has a direct positive and significant effect on loyalty of inpatient BPJS Kesehatan
patients at Yadika Pondok Bambu Hospital.

5. The health service quality has a direct positive and significant effect on loyalty of inpatient BPJS Kesehatan
patients at Yadika Pondok Bambu Hospital.

6. The facilities and infrastructure has no direct positive and no significant effect on loyalty of inpatient BPJS
Kesehatan patients at Yadika Pondok Bambu Hospital.

7. The administration convenience has no direct positive and no significant effect on loyalty of inpatient BPJS
Kesehatan patients at Yadika Pondok Bambu Hospital.

8. The health service quality has an indirect positive and significant effect on loyalty through patient
satisfaction of inpatient BPJS Kesehatan patients at Yadika Pondok Bambu Hospital.

9. The facilities and infrastructure has no indirect positive and no significant effect on loyalty through patient
satisfaction of inpatient BPJS Kesehatan patients at Yadika Pondok Bambu Hospital.
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10. The administration convenience has an indirect positive and significant effect on loyalty through patient
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