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Abstract. Business competition in the health industry is getting tighter, especially since the COVID-19 pandemic
has significantly decreased patient visits. This study aims to determine the determinants of executive patient
loyalty at the Siloam Hospitals TB Simatupang outpatient installation during the COVID-19 pandemic era. This
research is quantitative research with an observational research design. The study population consisted of 520
patients with a sample of 84 patients with research instruments using a questionnaire. The results of the study
stated that most respondents were loyal to services at the executive clinic, with an NPS of 50%. Customer
satisfaction, service quality, perceived value, trust, hospital brand image, and commitment significantly and
positively affect executive patient loyalty. Specifically, the commitment variable has a direct influence on loyalty.
Customer satisfaction, service quality, trust, hospital brand image, and OCB indirectly affect loyalty. Commitment
(0.865) is the most influential variable on patient loyalty. Furthermore, the variables customer satisfaction (0.541),
trust (0.484), service quality (0.425), OCB (0.249), hospital brand image (0.107) respectively also have a degree
of influence on patient loyalty.
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Abstrak. Persaingan bisnis di industri kesehatan semakin ketat, apalagi pandemi COVID-19 telah menurunkan
kunjungan pasien secara signifikan. Penelitian ini bertujuan untuk mengetahui determinan loyalitas pasien
eksekutif di instalasi rawat jalan Siloam Hospitals TB Simatupang di era pandemi COVID-19. Penelitian ini
merupakan penelitian kuantitatif dengan desain penelitian observasional. Populasi penelitian terdiri dari 520
pasien dengan sampel 84 pasien dengan instrumen penelitian menggunakan kuesioner. Hasil penelitian
menyatakan bahwa sebagian besar responden loyal terhadap pelayanan di klinik eksekutif, dengan NPS sebesar
50%. Kepuasan pelanggan, kualitas layanan, nilai yang dirasakan, kepercayaan, citra merek rumah sakit, dan
komitmen secara signifikan dan positif mempengaruhi loyalitas pasien eksekutif. Secara khusus, variabel
komitmen memiliki pengaruh langsung terhadap loyalitas. Kepuasan pelanggan, kualitas layanan, kepercayaan,
citra merek rumah sakit, dan OCB secara tidak langsung mempengaruhi loyalitas. Komitmen (0,865) merupakan
variabel yang paling berpengaruh terhadap loyalitas pasien. Selanjutnya variabel kepuasan pelanggan (0,541),
kepercayaan (0,484), kualitas pelayanan (0,425), OCB (0,249), citra nama rumah sakit (0,107) masing-masing
juga memiliki pengaruh terhadap loyalitas pasien.

Kata Kunci: loyalitas pasien, pasien eksekutif, loyalitas, COVID-19.

INTRODUCTION Province is ranked fourth in terms of private hospital

growth in Regional 1 after East Java, West Java and
Business competition in the health industry is Central Java.(1) People are reluctant to go to the
getting more challenging, especially between hospital for treatment during the COVID-19
hospitals. This can be seen from the growth in the pandemic and of course this affects the income costs
number of hospitals in Indonesia which has been to meet the operational needs of the hospital,

increasing from year to year, where DKI Jakarta
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especially with the increasingly tight competition in
the hospital world today.

Siloam Hospitals TB Simatupang is one of the
Siloam Hospitals Group hospitals in the elite area of
South Jakarta that does not cooperate with BPJS
Kesehatan. At the beginning of 2020, this hospital
decided to have the newest superior service in the
outpatient unit, namely the executive clinic.

Patient loyalty is the key to healthcare providers'
business success and provides the best health impact
for patients.(2) Many dimensions affect patient
loyalty in the hospital. The results of an integrated
review conducted by Zhou et al. (2017) from various
sources (PubMed, CINAHL, OVID, ProQuest and
Elsevier Science Direct) regarding the determinants
of patient loyalty in healthcare providers, found that
there were eight determinants of patient loyalty,
namely: satisfaction, quality, value, brand image,
trust,  commitment, OCB  (Organizational
Citizenship Behavior), and customer complaints.
Loyal patients are more likely to return to the same
health service, spread positive word-of-mouth and
recommend it to others.(2) On the other hand,
patients who are disloyal will very easily switch to
other health services and spread negative news to
others.(3)

However, since the COVID-19 (Coronavirus
Disease 2019) pandemic, there has been a significant
decrease in the number of outpatient visits at Siloam
Hospitals TB Simatupang. In addition, the
researchers also conducted a brief telephone survey
of outpatients at Siloam Hospitals TB Simatupang in

June 2020. Based on information from the patients,
they did not feel the need to go to the hospital
because they were not in a sick condition, and others
said they still felt afraid and worried about visiting
the hospital because of the COVID-19 pandemic.
Therefore, this research is expected to provide an
overview of the determinants of executive patient
loyalty to face increasingly fierce business
competition in the era of the COVID-19 pandemic.

METHODS

This type of study is quantitative with a survey
method and is descriptive-analytic with a cross-
sectional approach. The study population was all
Siloam Hospitals TB Simatupang executive clinic
patients (520 patients), and the study sample was
carried out by accidental purposive sampling. These
patients came for treatment at the Siloam Hospitals
TB Simatupang executive clinic (82 patients) with
exclusion criteria, namely patients who were not
willing to be research respondents.

Before data collection, the researcher administered
an ethical review to the Research Ethics and
Community Service Commission FKM Ul with the
certificate number for approval for this research
ethics: Ket- 721/UN2.F10.D11/PPM.00.02/2020.
This study began with collecting and processing data
obtained from questionnaires using a Likert scale,
then tested for validity, reliability, and normality.
The data processing results will be analyzed further
to answer the research objectives by conducting a
path analysis to see the relationship between the
independent and dependent variables.
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Figure 1. Research Path Diagram
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RESULTS

Distribution of Respondent Characteristics

This study examines the characteristics of
respondents based on age, gender, education,
occupation, and sources of medical expenses.

Moreover, statistical analysis shows that the adult
age group (20-60 years), female gender, residence
distance of <Skm from Siloam, personal payment
method, obtaining information from relatives and
family regarding the executive clinic are the most
respondents in this study.

Table 1. Distribution of Respondent Characteristics Respondent in Siloam Hospitals TB Simatupang 2022

Variable freq. %
Age
Youth (11-19 years) 3801 3.57
Adult (20-60 years)Elderly (>60 years) 95,24
1.19
Gender
Man 1371 15,48
Woman 84.52
Residential Distance
<5km>5km 6321 75
25
Education
College 7932 94.05
SMASMP or below 3,571,19
Big Income
<10m 1944 22,62
10-25 million 52,38
>25 million 21 25
Profession
Private sector employee 3926 46,43
Self-employed 30.95
Taking care of household 6 7,14
Student 4 4.76
PNS/BUMN/TNI/Polri 9 10.71
Payment method
Personal 76 90.48
Insurance 5 5.95
Company Guarantee 3 3.57
Executive Clinic information
Internal Hospital (hospital staff, Banner) 24 28.57
RMO & Specialist Recommendations 9 10.71
Relatives and Family 45 53,57
Corporate and Insurance 2 2.38
Digital Media 2 2.38
Other 2 2.38

Variable Description Analysis

Based on descriptive statistics analysis on all
variables: customer satisfaction, service quality,
perceived value, trust, hospital brand image,
commitment, OCB, and loyalty; it found that the
overall mean value for each variable is> 4, which
means that the respondent's response to the
statement regarding each variable is the majority
agree. Based on statistical results, the average

respondent is loyal to executive clinic services
(Mean = 4.307).

This research is reinforced by the results of the NPS
which show 52.4% of respondents are promoters
(customers who are enthusiastic about the
products/services offered and will buy continuously
and customers voluntarily recommend
products/services to people around them.(4)
Besides, this study found that some passive
respondents (45.2%) were almost in balance with the
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number of promoters. This finding is a signal that
needs to be responded to because customers in the
passives category have the potential to switch to
becoming customers of other hospitals.(4)

Causal Relationship Hypothesis Analysis

Variable Trust to Loyalty

This study reveals a significant and positive
influence between trust and loyalty. Trust is a desire
to depend on a trusted partner, so trust is the main
predictor of loyalty in relationships in the service
industry.(5,6) This is also in line with various studies
which state that the higher the level of patient trust,
the more loyal the patient is to a hospital. Even
patients who trust a particular hospital tend not to
consider moving or changing their destination
hospital.(6-11)

Variable Commitment to Loyalty

This study reveals a significant and positive
influence between commitment and loyalty.
Commitment is essential in building mutually
beneficial long-term relationships that  will
eventually form loyalty to a brand, store, or supplier
based on a positive attitude and is reflected in
consistent repeat purchases.(12) It is in accordance
with research on outpatients at RSI Gondanglegi
which shows that most patients have high loyalty
and are committed to staying in treatment when they
switch membership  to become BPJS
participants.(13) Other studies have also found that
patient commitment significantly affects patient
loyalty.(10,14)

Variable Customer Satisfaction to Loyalty

This study reveals a significant and positive
influence between customer satisfaction and loyalty.
Customer satisfaction is the most important factor in
linking customer loyalty. If the customer is satisfied,
then the customer will buy the product or service
again and again.(14,15) This is in accordance with
various studies on patients in hospitals that customer
satisfaction is positively related to customer
loyalty.(16-18)

Variable Service Quality to Loyalty
This study reveals that there is a significant and

positive influence between service quality on
loyalty. The perceived quality of service at the

hospital is a subjective evaluation of service from
the patient's perspective.(19) The measuring
model/instrument developed to assess service
quality based on consumer perceptions is the
SERVQUAL (Service Quality) scale with five
dimensions, namely: tangibles, reliability,
responsiveness, assurance, individual attention
(empathy).(20) Based on research Fatima, Malik and
Shabbir (2018), aspects of healthcare quality
(physical/environmental, staff friendliness,
responsiveness, communication, privacy and
security) have a significant relationship with patient
loyalty which is intervened by patient
satisfaction.(17)

Hospital Brand Image Variable on Loyalty

This study reveals that there is a significant and
positive influence between hospital brand image and
loyalty. Through a good brand image, customers are
expected to get satisfactory service quality so as to
increase the degree of customer satisfaction which
in the end the customer becomes loyal.(21) This is
consistent with research which states that brand
image increases patient satisfaction through
improving perceived service quality, which in turn
increases intention to return.(22) The results of other
studies state that the brand image of hospital is
capable of being a significant intervening variable
on marketing mix variables and patient loyalty.(16)
Other studies also state that high hospital image is
significantly related to patient loyalty.(23-26)

Variable Perceived Value to Loyalty

This study reveals that there is a significant and
positive influence between perceived value on
loyalty. Perceived value is the comparison between
the benefits received by the customer and the
sacrifices that must be made when using the
service.(8,27) This result is also in line with another
study stating that patients' perceived value is related
to patient loyalty, both directly and indirectly,
through customer satisfaction.(28) Another study
was conducted on 165 patients in educational
hospitals in Indonesia and concluded that perceived
value is related to patient loyalty.(29)

Executive Patient Loyalty Determinant Path
Analysis

Based on statistical results, found several exogenous
variables that are not related to endogenous
variables, it is necessary to repeat the regression
analysis for models that are not significant.
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With reference to the results of the path analysis
above, the implications found to answer the problem
formulation of this study are as follows:

Only the commitment variable can explain
patient loyalty.

Only the commitment variable has a direct influence
on loyalty. Of the various statements contained in
the commitment variable, the patient's emotional

relationship with nurses and staff at the executive
clinic is the main reason patients continue to use
their services, which is the item with the lowest
mean value. Based on this, management can help
improve the patient's emotional relationship with
nurses and staff at the executive clinic, especially
during the COVID-19 pandemic which requires
care, interpersonal communication skills, and
proactivity from officers.
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Customer satisfaction, service quality, trust,
hospital brand image,and OCB has an indirect
effect on patient loyalty.

Based on the results of statistical tests, patient
satisfaction with the speed of service at the executive
clinic is the lowest satisfaction in customer
satisfaction. Jdoctor's appointment on timeis an item
that is considered to have the lowest service quality
in service quality. The average respondent said that
their visit was not the first visit to the trust variable.
Siloam TB Simatupang has a good image and
reputationis the item with the lowest mean value in
the hospital brand image. And patients also feel that
all officers at the executive clinic are not on time in
the OCB variable.

Based on the results above, it can be seen that the
average patient who visits the executive clinic is an
old patient and complains about the speed of service,
the doctor's schedule, and the punctuality at the
executive clinic. In addition, Siloam TB Simatupang
also needs to improve its image and reputation,
especially for executive clinic services. Moreover,
the hope is that the executive clinic can become a
one-stop service for patients who want excellent and
comfortable treatment services, especially during
the COVID-19 pandemic. Due to this pandemic,
many people are reluctant to go to the hospital and
prefer to use telematic-based health applications.
Therefore, Siloam Hospitals TB Simatupang needs
to implement a new normal policy in treating
patients, namely through the image of a clean and
safe hospital.

The results also show that commitment (0.865) is
the variable with the largest total effect of all
variables.

This means that commitment is the most influential
variable on patient loyalty. Furthermore, the
variables customer satisfaction (0.541), trust
(0.484), service quality (0.425), OCB (0.249),
hospital brand image (0.107) respectively also have
a degree of influence on patient loyalty.

CONCLUSION

Based on the research results, there are several
conclusions, namely: Customer satisfaction,
service quality, perceived value, trust, hospital
brand image, and commitment have a significant
and positive influence on patient loyalty executives
at Siloam Hospitals TB Simatupang. Besides that,
variable commitment has a direct influence on
loyalty. Customer satisfaction, service quality,
trust, hospital brand image, and OCB indirectly
affect loyalty. And commitment (0.865) is the most
influential variable on patient loyalty. Furthermore,

the variables customer satisfaction (0.541), trust
(0.484), service quality (0.425), OCB (0.249),
hospital brand image (0.107) respectively also has
a degree of influence on patient loyalty.

RECOMMENDATIONS

Hospital management in the future must always
prioritize increasing patient commitment, as well as
customer satisfaction, trust, service quality, OCB,
hospital brand image to achieve patient loyalty.
Several things that can be done are to improve the
patient's emotional relationship with nurses and staff
at the executive clinic, especially during the
COVID-19 pandemic which requires caring,
interpersonal communication skills, and proactivity
from officers. It is hoped that the executive clinic
can also become a one-stop service for patients who
want excellent and comfortable treatment services,
especially during the COVID-19 pandemic. In
addition, it is necessary to routinely evaluate the
customer feedback forms in outpatient installations,
especially executive clinics so that the services
received by patients meet their expectations.

Besides that, dealing with this pandemic, many
people are reluctant to go to the hospital and prefer
to use telematic-based health applications.
Therefore, a new normal policy is needed in
handling patients, namely through a clean and safe
hospital image, as well as policies related to
guidelines for using telematic-based health
applications.

REFERENCES

1. Trisnantoro L, Listyani E. Jumlah RS di
Indonesia Pertumbuhan RS Publik.
Perhimpunan Rumah Sakit Indonesia. 2018. p.
http://sirs.yankes.kemkes.go.id/rsonline/report

2. Zhou W, Wan Q, Liu C, Feng X. Determinants
of patient loyalty to healthcare providers: An
integrative review. 2017;29(May):442-9.

3. Chang C, Tseng T-H, Woodside AG.
Configural algorithms of patient satisfaction ,
participation in diagnostics , and treatment
decisions’ influences on hospital loyalty. J
Serv Mark. 2013;2:91-103.

4. Reichheld F. The Ultimate Question 2.0
(Revised and Expanded Edition): How Net
Promoter Companies Thrive in a Customer-
Driven World. Cambridge: Harvard Bussiness
Review Press; 2011.

43



JOURNAL OF INDONESIAN HEALTH POLICY AND ADMINISTRATION

January 2023, Vol. 8, No. 1, Page.38-45

5.

10.

11.

12.

13.

14.

15.

16.

Moorman C, Deshpande R, Zaltman G. Factors
Affecting Trust in Market Research
Relationships. J Mark. 1993;57(1):81-101.

Singh J, Sirdeshmukh D. Agency and Trust
Mechanisms in Consumer Satisfaction and
Loyalty Judgments. J Acad Mark Sci.
2000;28(1):150-67.

Keating NL, Green DC, Kao AC, Gazmararian
JA, Wu VY, Cleary PD. How Are Patients’
Specific  Ambulatory Care Experiences
Related to Trust, Satisfaction, and Considering
Changing Physicians? JGIM. 2002;17:29-39.

Moliner MA. Loyalty , perceived value and
relationship quality in healthcare services. J
Serv Manag. 2009;20(1):76-97.

Morgan RM, Hunt SD. The Commitment-
Trust Theory of Relationship Marketing. J
Mark. 1994;58:20-38.

Patawayati, Zain D, Setiawan M, Rahayu M.
Patient Satisfaction , Trust and Commitment :
Mediator of Service Quality and Its Impact on
Loyalty ( An Empirical Study in Southeast
Sulawesi Public Hospitals ). IOSR J Bus
Manag. 2013;7(6):1-14.

Dewi RR. Pengaruh kualitas pelayanan
terhadap loyalitas pasien pengguna BPJS
dengan kepuasan pasien sebagai variabel
intervening. J Ekon Manaj Sumber Daya.
2016;18(2):146-56.

Fahmi AS. Faktor-Faktor Yang Berhubungan
Dengan Loyalitas Pasien Poliklinik Rawat
Jalan Eksekutif RSUD Kota Bekasi Tahun
2012. Fakultas Kesehatan Masyarakat.
Universitas Indonesia; 2012.

Fitriasari N, Rohman F, Kosewo M. Pengaruh
Loyalitas terhadap Komitmen dan Keinginan
Bertahan Berobat pada Pasien Rawat Jalan. J
Kedokt Brawijaya. 2017;29(4):364-8.

Hog M, Amin M. The Role of Customer
Satisfaction to Enhance Customer Loyalty.
African J Bus Manag. 2009;02.

Fitharti SP. STRATEGI PENINGKATAN
LOYALITAS PELANGGAN KERETA API
INDONESIA. UNIVERSITAS INDONESIA,
2017.

Ondang MM, Syah TYR. HOW HOSPITAL
BRAND IMAGE INTERVENE THE
IMPACT OF MARKETING MIX ON
PATIENT LOYALTY. 2018;05(07):3959-63.

17.

18.

19.

20.

21.

22.

23.

24,

25.

26.

217.

Fatima T, Malik SA, Shabbir A. Hospital
healthcare service quality, patient satisfaction
and loyalty. Int J Qual Reliab Manag. 2018
Jun;35(6):1195-214.

Mortazavi S, M Kazemi, A Shirazi, A Aziz-
Abadi. The Relationships between Patient
Satisfaction and Loyalty in The Private
Hospital Industry. Iran J Public Heal.
2009;38(3):60-9.

Minar IP. Perancangan Perbaikan Loyalitas
Pasien Rumah Sakit Umum Daerah.
Universitas Indonesia; 2017.

Berry LL, Parasuraman A, Zeithaml VA.
SERVQUAL: A multiple-item scale for
measuring consumer perceptions of service
quality. J Retail. 1988;64(1):12-40.

Nguyen N, LeBlanc G. The mediating role of
corporate image on customers’ retention
decisions: an investigation in financial
services. Int J Bank Mark. 1998 Apr;16(2):52—
65.

Wu C. The impact of hospital brand image on
service quality , patient satisfaction and

loyalty. African J Bus Manag.
2011;5(12):4873-82.
Ramli AH. Patient Satisfaction, Hospital

Image and Patient Loyalty in West Sulawesi
Province. Bus Entrep Rev. 2019 Jul;17(1):1.

Sumiyati C, Syah TYR. Kualitas Pelayanan
Dan Citra Merek Terhadap Loyalitas Dengan
Mediasi Kepuasan Pasien Di Rumah Sakit
Swasta. In: Seminar Nasional "Tantangan
Pengembangan Ilmu  Akuntansi  Inklusi
Keuangan, dan Kontribusinya Terhadap
Pembangunan Ekonomi Berkelanjutan. 2016.
p. 196-209.

Setiyowati YD, Pasinringi SA, Irwandy.
Pengaruh Brand Image Terhadap Minat
Kembali Pasien Rawat Jalan Untuk

Memanfaatkan Pelayanan Kesehatan Di Rs
Universitas Hasanuddin Tahun 2013. FKM
Unhas. 2013;1-14.

Risky E. Pengaruh Kualitas Pelayanan dan
Citra Merek Terhadap Loyalitas Pasien RSIA
Bunda Pekanbaru. JOM FISIP. 2018;5:1-14.

Spiteri JM, Dion PA. Customer value, overall
satisfaction, end-user loyalty, and market
performance in detail intensive industries. Ind
Mark Manag. 2004 Nov;33(8):675-87.

44



JOURNAL OF INDONESIAN HEALTH POLICY AND ADMINISTRATION

January 2023, Vol. 8, No. 1, Page.38-45

28.

29.

Ozer L, Basgdze P, Karahan A. The association
between perceived value and patient loyalty in
public university hospitals in Turkey. Total
Qual Manag Bus Excell. 2017 Jun;28(7-
8):782-800.

Sumaedi, Sik Bakti, | Gede Mahatma Yuda
Rakhmawati, Tri Widianti, Nidya J. Astrini Tri
Yarmen M. The empirical study on patient
loyalty : The role of trust, perceived value, and
satisfaction (a case study from Bekasi,
Indonesia). Clin Gov An Int J
2014;19(3):269-83.

45



