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ABSTRACT 

 This study aims to analyze the influence of service quality, facilities, rates, location, 

and hospital image on the loyalty of non-mental patients at Dr. RM. Soedjarwadi Mental 

Hospital, Central Java Province. This study used a quantitative method with a survey approach. 

The study population was all non-mental patients who had received services at Dr. RM. 

Soedjarwadi Mental Hospital, Central Java Province, with the criteria of having received 

treatment at least twice. Data were collected using a questionnaire compiled based on the 

indicators of each research variable. Data analysis was conducted using multiple linear 

regression to determine the partial and simultaneous effects of independent variables on 

patient loyalty. The results showed that service quality, facilities, rates, location, and hospital 

image influenced the loyalty of non-mental patients. Simultaneously, these five variables 

contributed significantly to increasing patient loyalty. Service quality and hospital image were 

the factors that had the most dominant influence on patient loyalty. The findings of this study 

indicate that efforts to improve service quality, develop facilities, set appropriate rates, 

increase location accessibility, and strengthen the hospital image need to be a priority in the 

strategy for developing non-mental services at Dr. RM. Soedjarwadi Mental Hospital, Central 

Java Province. 

Keywords:quality of service, facilities, rates, location, hospital image, patient loyalty, mental 

hospital. 

 

INTRODUCTION 

In order to implement the mandate of Law Number 17 of 2023 concerning 

Health and Government Regulation Number 28 of 2024 concerning the Implementing 

Regulations of Law Number 17 of 2023 concerning Health, the government through 

the Ministry of Health of the Republic of Indonesia is rolling out a health 

transformation policy, one of which is a fundamental change in the concept of hospital 

management. 

Hospitals were previously categorized into general hospitals and specialized 

hospitals based on their service types, as stipulated in Government Regulation 

Number 47 of 2021 concerning Hospital Management. With the issuance of 

Government Regulation Number 28 of 2024, this categorization no longer applies. 

Consequently, there is no longer a category for specialized hospitals, including 

psychiatric hospitals. Implementation on the ground is planned for the near future, 

pending the completion of technical implementing regulations from the Indonesian 

Ministry of Health. 
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With the drastic changes in regulations and health governance policies, 

especially hospital governance, Dr. RM. Soedjarwadi Mental Hospital, Central Java 

Province faces quite a challenge to ensure its readiness to transform into a General 

Hospital. If until now, Dr. RM. Soedjarwadi Mental Hospital, Central Java Province, as 

a Special Mental Hospital, has relied heavily on service performance and hospital 

revenue performance from mental health services, then in the future, non-mental 

health services must be managed better so that they are able to display quality and 

competitive service performance. That way, it is hoped that Dr. RM. Soedjarwadi 

Mental Hospital will remain able to be the main choice for the people of Klaten and 

the surrounding areas in obtaining health services. 

Facing these challenges and amidst the increasingly competitive hospital 

industry, Dr. RM. Soedjarwadi Mental Hospital, Central Java Province, needs to 

formulate an appropriate strategy to attract customers and cultivate patient loyalty, 

particularly among non-psychiatric patients. This is because patient loyalty is a 

crucial indicator of hospital sustainability. 

Technically, many factors can influence patient loyalty, including service 

quality, available facilities, service rates, hospital location, hospital image, and so on. 

Therefore, it's important to understand the extent to which these factors influence 

patient loyalty in a hospital. 

       Referring to ResearchJaya et al., (2024)It is explained that location factors 

have a significant and positive influence on customer loyalty, price has a significant 

and positive influence on customer loyalty, and service quality also has a significant 

and positive influence on customer loyalty. 

Research resultOktavia & Prayoga (2023)showed that the most dominant 

factors influencing the loyalty of inpatients in hospitals were patient satisfaction and 

patient service quality. The research resultsPurwatiningsih et al., (2023) shows that 

patients are not at all affected by the quality of service at Dr. M. Ashari Regional 

General Hospital, Pemalang. Patient happiness at Dr. M. Ashari Regional General 

Hospital, Pemalang is influenced by their estimates of hospital prices. A positive 

corporate image of Dr. M. Ashari Regional General Hospital, Pemalang, is beneficial 

for patients in decision making. Dr. M. Ashari Regional General Hospital, Pemalang, 

does not care about improving the quality of its services because its patients remain 

loyal. The impression of favorable prices for patients at Dr. M. Ashari Regional General 

Hospital, Pemalang, has a direct impact on the practice's retention rate. There is a 

positive relationship between the image of Dr. M. Ashari Regional General Hospital, 

Pemalang, and patient retention. 

Herlambang et al. (2023) the results of the study show that: hospital image has 

a positive and significant effect on patient loyalty with patient satisfaction as an 

intervening variable at Fatimah Islamic Hospital, Banyuwangi. The studyOktavia & 

Prayoga (2023) the results showed that the quality of service had an influence on 

patient loyalty at the Mother and Child Hospital. Meanwhile, the results of the 

studyGunardi et al (2022)It was found that service quality had a positive effect on 

hospital image and patient satisfaction, and did not affect patient loyalty; hospital 
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image did not significantly affect patient loyalty; patient satisfaction had a positive 

effect on patient loyalty, while the indirect effect was found that hospital image did 

not mediate the effect of service quality on patient loyalty and patient satisfaction 

significantly mediated the effect of service quality on patient loyalty. 

Alhabsy et al., (2023)The results of the study show that: 1) Image has a positive 

and significant effect on the satisfaction of BPJS Inpatient patients at RSUD X. 2) 

Service quality has a positive and significant effect on the satisfaction of BPJS 

Inpatient patients at RSUD X. Meanwhile, the results of the studyNisa and Aristi 

(2023)showed that 62.4% of respondents were loyal to the Outpatient Installation of 

Jampang Kulon Hospital. The chi-square test results showed that there was a 

relationship between satisfaction with the variables of physical evidence, reliability, 

responsiveness, empathy, assurance, ease of access, and barriers to moving with 

patient loyalty. 

According toWahyuni et al., (2025), service facilities, social media marketing, 

and trust influence patient loyalty, and trust is the dominant variable capable of 

increasing patient loyalty.Sudrajat (2023)shows that the results of the inner weight 

test obtained significant results: The Effect of Service Quality (X) on Patient Loyalty 

(Y) with Hospital Facilities (Z) as an intervening variable P-Values = 0.075 (> 0.05), 

meaning that there is no effect of Service Quality (X) on Patient Loyalty (Y) with 

Hospital Facilities (Z) as an intervening variable. 

Tamonsang & Apriliyanto (2022)conclude that service quality has a significant 

effect on patient satisfaction, facilities have a significant effect on patient satisfaction, 

service quality has a significant effect on patient loyalty, facilities have a significant 

effect on patient loyalty, patient satisfaction has a significant effect on patient loyalty, 

patient satisfaction is not an intervening variable of service quality and facilities on 

patient loyalty 

Research resultMahyardiani, Hartoyo, Krisnatuti (2020)The results showed 

that the marketing mix variables that influence patient satisfaction and loyalty are 

price, people, process, and physical evidence. Other results indicate that patient 

satisfaction has a significant influence on patient loyalty at Budi Kemuliaan Maternity 

Hospital. The research resultsMeilinda et al. (2023)shows that: Service (X1) 

influences Patient Loyalty (Y). Location (X2) influences Patient Loyalty (Y). Tariff (X3) 

influences Patient Loyalty (Y). Service (X1), Location (X2), and Tariff (X3) influence 

Patient Loyalty (Y). Conclusion: Patient Loyalty (Y) is influenced by Service (X1), 

Location (X2), and Tariff (X3). 

Herlambang et al. (2023)The results of the study show that: hospital image has 

a positive and significant effect on patient loyalty with patient satisfaction as an 

intervening variable at Fatimah Islamic Hospital, Banyuwangi.Rahmat & Kusumawati, 

(2024) The research results show that the most dominant factors influencing 

outpatient loyalty in hospitals are satisfaction and service quality.Aryawati et al., 

(2023)The results of the research found that there was a relationship between 

product, price, place/location, promotion, people, process and patient loyalty, and 

there was no relationship between physical evidence and patient loyalty. 
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Dr. RM. Soedjarwadi Mental Hospital, Central Java Province, as a Special Mental 

Hospital, has been providing mental health services, both outpatient and inpatient, in 

addition to non-mental health services. However, according to existing regulations, 

non-mental health services at the Special Mental Hospital are still limited to a 

maximum of 40% of the total bed capacity. Despite these regulatory restrictions, Dr. 

RM. Soedjarwadi Mental Hospital has been able to provide non-mental health services 

which include: Neurologist, Internal Medicine Specialist, Pediatrician, Surgeon, 

Obstetrician-Gyn Specialist, and Medical Rehab Specialist. 

Facing the transformation of the Special Mental Hospital into a General 

Hospital, the management of Dr. RM. Soedjarwadi Mental Hospital, Central Java 

Province needs to understand the factors that positively influence patient loyalty, 

especially non-mental patients, so that they can have awareness and have a strong 

database in an effort to develop competitive non-mental services and foster patient 

loyalty. 

 

RESEARCH METHODS 

This research is a quantitative method research. The quantitative data of this 

research is in the form of respondents' opinions in the questionnaire. The design of 

this research is explanatory research, namely research that explains the causal 

relationship (cause and effect) between the variables that influence it. The causal 

relationship in this study is the Influence of Service Quality, Facilities, Rates, Location, 

and Hospital Image on the Loyalty of Non-Psychiatric Patients at Dr. RM. Soedjarwadi 

Regional Mental Hospital, Central Java Province. The research location is at Dr. RM. 

Soedjarwadi Regional Mental Hospital, Central Java Province, located at Jalan Ki 

Pandanaran KM 02 Klaten. The research is estimated to be carried out for 6 months. 

In this study, the population was all non-mental patients at Dr. RM. Soedjarwadi 

Mental Hospital, Central Java Province. The sample in this study was 100 non-mental 

patients. In the sampling technique of this study, the researcher used a purposive 

sampling technique, with the criteria for the research sample being non-mental 

patients who had received treatment at least twice at Dr. RM. Soedjarwadi Mental 

Hospital, Central Java Province, with the consideration that patients who had received 

treatment at least twice would be more objective in providing assessments than those 

who had only visited once. Furthermore, in determining the proportion of the sample, 

proportionate stratified sampling was used based on the number of non-mental 

patient visits in 2025 at each service unit. However, to ensure that all units remained 

represented in the study, a purposive adjustment was made in the form of an 

allocation of at least 1 respondent to each unit. After that, the remaining sample was 

redistributed proportionally according to the size of the visiting population of each 

unit. This approach is considered more representative because it maintains the 

element of proportionality while providing space for representation for units with 

low visit volumes. 

The variables used in this study are five independent variables: Service 

Quality, Facilities, Rates/Costs, Location, and Hospital Image, while the dependent 
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variable is Patient Loyalty (Non-Psychiatric). The regression equation model used is 

as follows: 

Y = a + b1X1 + b2X2 + b3X3 + b4X4 + b5X5+e 

Information : 

Y  : Non-Psychiatric Patient Loyalty Variable 

X1  : Service Quality Variable 

X2  : Facility Variable 

X3  : Variable Rate 

X4  : Location Variable 

X5  : Image Variable 

a  : constant 

 

RESULTS AND DISCUSSION 

Multiple Linear Regression 

Table 1 Multiple Linear Regression Results 

Variables 

Regression 

Coefficient 

(B) 

t count Sig. Information 

Constant 5,806 2,911 0.005 - 

Service Quality 

(X1) 
0.118 1,045 0.299 Not significant 

Facilities (X2) -0.078 -0.614 0.541 Not significant 

Rate (X3) 0.414 4,591 0,000 Significant 

Location (X4) -0.038 -0.301 0.764 Not significant 

Image (X5) 0.352 2,846 0.005 Significant 

Source: Primary data processed in 2026 

Based on the table above, the following regression equation is obtained: 

Y=5.806+0.118X1−0.078X2+0.414X3−0.038X4+0.352X5 

 

From the regression equation above, it can be explained as follows: 

a. The constant value of 5.806 indicates that if the independent variable is 

considered constant, the Patient Loyalty value is 5.806. 

b. The Service Quality variable (X1) has a positive regression coefficient of 0.118. 

This indicates that the better the service quality, the higher the patient loyalty 

rate. 

c. The Facilities variable (X2) has a negative regression coefficient of -0.078. This 

indicates that improving facilities has not significantly increased patient loyalty. 

d. The tariff variable (X3) has a positive and significant regression coefficient of 

0.414. This indicates that appropriate and affordable tariffs can increase patient 

loyalty. 

e. The location variable (X4) has a negative regression coefficient of -0.038. This 

indicates that location does not have a significant influence on patient loyalty. 
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f. The Image variable (X5) has a positive and significant regression coefficient of 

0.352. This indicates that a better hospital image will increase patient loyalty. 

 

Model Feasibility Test 

Table 2 Model Feasibility Test (F Test) 

F count F table Sig. Standard Information 

12,320 2.31 0,000 0.05 
Significant 

(Eligible Model) 

Source: Primary data processed in 2026 

 

Based on the test results, the following values were obtained:F count = 12.320, 

F table = 2.31, Sig. = 0.000. Because the F count value > F table, namely 12.320 > 2.31 

and the significance value is 0.000 < 0.05, it can be concluded that the regression 

model in this study is suitable for use and the variables of Service Quality, Facilities, 

Tariffs, Location, and Image simultaneously influence Patient Loyalty. 

 

Hypothesis Testing 

Table 3 Hypothesis Test Results (t-Test) 

Variables Coefficient 

(B) 

t count t table Sig. Decision 

Service Quality 

(X1) 

0.118 1,045 1,985 0.299 H₀ accepted 

Facilities (X2) -0.078 -0.614 1,985 0.541 H₀ accepted 

Rate (X3) 0.414 4,591 1,985 0,000 H₀ rejected 

Location (X4) -0.038 -0.301 1,985 0.764 H₀ accepted 

Image (X5) 0.352 2,846 1,985 0.005 H₀ rejected 

Source: Primary data processed in 2026 

Based on the results of the t-test in the table above, it can be explained as follows: 

a. Hypothesis 1 (H1): The Effect of Service Quality on Patient Loyalty 

H₀₁:Service Quality does not affect Patient Loyalty. 

Ha₁:Service Quality Influences Patient Loyalty. 

The test results show a calculated t value of 1.045 < t table 1.985 and a significance 

value of 0.299 > 0.05. 

Conclusion 

H₀₁ is accepted and Ha₁ is rejected. Service Quality has no significant effect on Patient 

Loyalty. 

b. Hypothesis 2 (H2): The Influence of Facilities on Patient Loyalty 

H₀₂:Facilities do not affect Patient Loyalty. 

Ha₂:Facilities influence patient loyalty. 

The test results show a calculated t value of -0.614 < t table 1.985 and a significance 

value of 0.541 > 0.05. 

https://journal-laaroiba.com/ojs/index.php/elmal/12874
https://journal-laaroiba.com/ojs/index.php/elmal/12874
https://journal-laaroiba.com/ojs/index.php/elmal/12874


 
Vol 7 No 9 (2026)  5620 - 5636   P-ISSN 2620-295 E-ISSN 2747-0490 

DOI: 1047467/elmal.v7i9.12874 

 

5626 | Volume 7 Nomor 9  2026 
 

Conclusion 

H₀₂ is accepted and Ha₂ is rejected. Facilities do not have a significant effect on Patient 

Loyalty. 

c. Hypothesis 3 (H3): The Effect of Tariffs on Patient Loyalty 

H₀₃:Rates do not affect Patient Loyalty. 

Ha₃:Rates affect patient loyalty. 

The test results show a calculated t value of 4.591 > t table 1.985 and a significance 

value of 0.000 < 0.05. 

Conclusion 

H₀₃ is rejected and Ha₃ is accepted. Tariff has a positive and significant effect on 

Patient Loyalty. 

d. Hypothesis 4 (H4): The Influence of Location on Patient Loyalty 

H₀₄:Location does not affect Patient Loyalty. 

Ha₄:Location influences patient loyalty. 

The test results show a calculated t value of -0.301 < t table 1.985 and a significance 

value of 0.764 > 0.05. 

Conclusion 

H₀₄ is accepted and Ha₄ is rejected. Location does not have a significant effect on 

Patient Loyalty. 

e. Hypothesis 5 (H5): The Influence of Image on Patient Loyalty 

H₀₅:Image does not affect Patient Loyalty. 

Ha₅:Image influences patient loyalty. 

The test results show a calculated t value of 2.846 > t table 1.985 and a significance 

value of 0.005 < 0.05. 

Conclusion 

H₀₅ is rejected and Ha₅ is accepted. Image has a positive and significant effect on 

Patient Loyalty. 

 

Coefficient of Determination Test (R2) 

Table 4 Results of the Determination Coefficient Test 

Model R R Square (R²) Adjusted R Square 
Standard Error 

of the Estimate 

1 0.629 0.396 0.364 1,607 

Source: Primary data processed in 2026 

 

The results of the determination coefficient test show that the R Square (R²) 

value is 0.396. This means that 39.6% of Patient Loyalty can be explained by the 

variables of Service Quality, Facilities, Rates, Location, and Image, while 60.4% is 

influenced by other variables outside the research model. Thus, the regression model 

has sufficient ability to explain variations in Patient Loyalty and can be used to test 

research hypotheses. 
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Discussion 

1. The influence of service quality on patient loyalty 

The test results presented in Table IV.9 show that service quality does not 

significantly influence patient loyalty. These results demonstrate that, in the eyes 

of non-psychiatric patients, service quality is not a primary consideration in 

selecting Dr. RM. Soedjarwadi Mental Hospital, Central Java Province, as a 

healthcare provider. This phenomenon can be explained by several reasons: 

a. BPJS patients cannot freely choose their referral hospital; they rely on referrals 

from tier 1 healthcare facilities. Therefore, their loyalty stems from the system, 

not satisfaction. This is common in government hospitals. 

b. The effect of service quality on loyalty is generally insignificant if satisfaction 

is not measured or is used as an intervening variable. Therefore, quality has no 

direct effect on loyalty. 

c. Patients return to the hospital for other, more dominant factors, such as 

proximity, the availability of a specialist there, affordability, familiarity with 

the doctor, or family recommendations. Thus, the quality of care is 

overshadowed by access and trust in the doctor. 

d. Since the patient did not have high expectations from the government 

hospital/RSJD from the start, the standard service was considered sufficient 

and the fluctuations in quality did not influence the decision to return to the 

hospital or not. 

e. Patients return to the hospital more because of emergency factors, not because 

of an assessment of the quality of hospital services. 

Previous research journals that are appropriate and support the results of this 

research include: 

a. Hasibuan, Hasanah, Dewi, Purwatiningsih (2023) concluded: Patients are not 

at all affected by the quality of service, patient happiness is influenced by 

patient estimates of hospital prices and a positive company image is beneficial 

for patients in decision making. 

b. Habsy, LL (2024) concluded: Service quality influences satisfaction, but does 

not directly and significantly influence loyalty. Loyalty is more influenced by 

trust in the doctor. 

c. Ferreira et al. (2023) concluded: Patient satisfaction with healthcare services 

does not always correlate strongly with loyalty. Patients may express 

satisfaction with services but not return to the hospital due to external factors. 

 

2. The Influence of Facilities on Patient Loyalty 

Based on the tests presented in Table IV.9, it shows that facilities do not 

have a significant effect on patient loyalty.thiscaused by various reasons as follows: 

a. BPJS patients tend to accept what's available. This is because BPJS referral 

patients don't have complete freedom to choose a hospital with the best 

facilities. Therefore, even if the facilities are standard, patients still accept 

what's available. 
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b. Loyalty is largely determined by patient expectations of the doctor's expertise. 

For example, an Obgyn patient undergoing a cesarean section would prioritize 

the doctor's expertise and competence, a safe surgery, and a healthy baby. 

Patients aren't particularly concerned about room amenities, such as a fan or 

air conditioning, as long as the medical service is excellent. Physical facilities 

are often outweighed by the doctor's competence. 

c. Patients already have low expectations for government hospitals. They already 

have low expectations and assume that government hospitals typically offer 

meager facilities. Therefore, when patients encounter standard facilities at the 

RSJD, they aren't disappointed. Patients' assessments differ when it comes to 

private hospitals, which are expensive but offer poor facilities. 

d. Facilities aren't particularly memorable for patients. When asked about 

hospital facilities, patients often respond "complete," but when they're 

admitted, they're more impressed and remember things like whether the 

nurses were friendly or not, and whether the IV drip was running smoothly. 

Physical facilities become a "nice to have" variable, not a "must have." 

e. Short duration of hospitalization in non-mental patients;Obgyn patients with 

cesarean sections usually have a duration of 3-4 days, while surgery lasts 5-7 

days.inpatient careshortmakepatientNotoo caringwithfacilityand look 

moreimportant to get well soonAndgo homequick. 

Previous research that supports the results of this study includes: 

a. Habsy, LL (2024) concluded that trust in doctors influences loyalty, while 

facilities do not have a significant direct effect on BPJS Kesehatan referral 

patients because they do not have alternative hospitals. 

b. Ferreira, DC, et., al (2023) research results show: Hospital facilities have an 

effect on initial satisfaction, but their effect on loyalty is weak compared to the 

quality of doctor-patient interactions. 

c. Handayani, T., et., al (2024) concluded: BPJS patient satisfaction is more 

influenced by the speed of service and clarity of BPJS procedures. Physical 

facilities are insignificant because patients focus on whether their affairs are 

resolved or not. 

 

3. The Influence of Rates on Patient Loyalty 

Based on the tests presented in Table IV.9, it shows that rates have a 

positive and significant effect on patient loyalty.These results can be explained that 

non-psychiatric patients at Dr. RM. Soedjarwadi Mental Hospital, Central Java 

Province, assessed that the applicable service rates were in accordance with the 

quality of services provided, both in terms of the competence of health workers, 

service facilities, ease of access to BPJS, and the results of the services obtained. 

Positive perceptions of these rates create a sense of satisfaction and trust among 

patients, thus encouraging the formation of loyalty in the form of intentions to visit 

again, recommend the hospital to others, and not easily move to another hospital. 

This research is in li with previous research, including: 
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a. Jaya et., al (2024)Cost or price/tariff factors have a significant and positive 

influence on customer loyalty. 

b. Mayardiani, Hartoyo,Krisnatuti (2020)VMarketing mix variables that 

influence patient satisfaction and loyalty are price/rate, people, process, and 

physical evidence. 

c. Meilinda, Budiharto, Franky (2023) Patient Loyalty (Y) is influenced by 

Service (X1), Location (X2), and Rates/Costs (X3). 

 

4. The Influence of Location on Patient Loyalty 

Based on the tests presented in Table IV.9, it shows that location does not 

have a significant effect on patient loyalty. Several reasons why hospital location 

does not affect the loyalty of non-psychiatric patients at Dr. RM. Soedjarwad 

Mental Hospital, Central Java Province can be explained, including: 

a. Non-mental health patients come because they trust the specialist, not 

because they live close to the hospital. As long as the doctor is good, patients 

are willing to travel dozens of kilometers. 

b. BPJS patients are bound by a tiered referral system. Level I health facilities are 

required to refer patients to type C/D hospitals, and then to class B and A 

hospitals within the designated BPJS-approved region. Dr. RM. Soedjarwadi 

Mental Hospital, Central Java Province, is located within the Klaten referral 

area, so patients residing in Klaten cannot choose Dr. Moewardi Regional 

Hospital, Surakarta, which is further away, for example. 

c. Non-mental health patients' loyalty is determined more by satisfaction with 

their recovery than by comfort. Patients who receive treatment once and are 

successfully cured will return, even if the RSJD is located on Jalan Ki 

Pandanaran, Km. 2, far from the center of Klaten city. 

d. Transportation is now easier with Gojek/Grab, public transportation to and 

from Delanggu runs smoothly, so that the 10-15 km journey is no longer a 

major obstacle like it was 10 years ago. 

  Previous research journals that are appropriate and support the results of 

this research include: 

a. Lutfi A, MT, Indrawati, L., Nugraha, S., (2025) The place variable (location) has 

a negative and significant effect on patient loyalty. 

b. Ferreira, DC, et., al (2023) Hospital location has an effect on initial satisfaction, 

but is not significant on loyalty if service quality and doctor trust are already 

high. 

c. Habsy, LL (2024) Trust in doctors and service quality influence loyalty. 

Meanwhile, location has no significant effect because patients at BPJS referral 

hospitals cannot choose other hospitals. 

 

5. The Influence of Image on Patient Loyalty 

Based on the tests presented in Table IV.9, it is proven that image has a 

positive and significant effect on patient loyalty. These resultsResearch shows that 
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positive patient perceptions of a hospital are a key factor in fostering loyalty. 

Patients who perceive a hospital as having a good reputation, professional 

healthcare staff, adequate facilities, and reliable service are more likely to return 

to the hospital in the future. A positive image also increases patient trust, reducing 

hesitation in choosing a hospital for healthcare services. 

This research is in line with the results of previous research conducted 

byPurwatiningsih et., al (2023)found that the positive corporate image of Dr. M. 

Ashari Pemalang Regional General Hospital was beneficial for patients in decision-

making.Alhabsyi et., al (2023) in the results of his research showed that: Image has 

a positive and significant influence on the satisfaction of BPJS Inpatient patients at 

RSUD X. 

 

CONCLUSION AND SUGGESTIONS 

Based on the research results, it can be concluded that hospital rates and 

image have a positive and significant effect on the loyalty of non-psychiatric patients 

at Dr. RM. Soedjarwadi Mental Hospital, Central Java Province, while service quality, 

facilities, and location do not significantly influence patient loyalty. These findings 

indicate that affordable rates and a good hospital image are the main factors in 

shaping patient loyalty. However, improving service quality, improving facilities, and 

developing accessibility aspects are still necessary to maintain service quality and 

patient satisfaction. Hospitals also need to maintain affordable tariff policies, 

strengthen institutional reputation, and increase cooperation with various health 

insurance institutions. In addition, further research is recommended to examine 

other variables, such as satisfaction, trust, patient experience, quality of relationships 

with healthcare professionals, and hospital promotion, because there are still other 

factors outside the research model that have the potential to influence patient loyalty. 

 

REFERENCES 

Abdul Rahman, NA, Melewar, TC, Foroudi, P., & Gupta, S. (Eds. ). 2024. Corporate 

Branding in Logistics and Transportation: Recent Developments and 

Emerging Issues. Routledge. 

Adams, AM, Nabunya, P., Kabami, J. 2020. Travel time to health facilities and 

healthcare utilization in Uganda: Implications for universal health coverage. 

BMC Health Services Research, 20, 926. 

AIA, JC &. 2024. and Construction of Health Care Facilities. Joint Commission 

Resources. chrome-

extension://efaidnbmnnnibpcajpcglclefindmkaj/https://store.jcrinc.com/as

sets/1/7/EBPCD24_samplepages.pdf?utm_source=chatgpt.com 

Alizadeh, T., Noveiry, MJS, Karkhah, S., Leyli, EK, Kohan, KS, & Vajargah, PG 2025. 

Service Quality in Iranian Hospitals From Patients' Perspectives Based on the 

SERVQUAL Model: A Systematic Review and Meta-Analysis. Health Science 

Reports, 8(1). https://doi.org/10.1002/hsr2.70362 

 

https://journal-laaroiba.com/ojs/index.php/elmal/12874
https://journal-laaroiba.com/ojs/index.php/elmal/12874
https://journal-laaroiba.com/ojs/index.php/elmal/12874


 
Vol 7 No 9 (2026)  5620 - 5636   P-ISSN 2620-295 E-ISSN 2747-0490 

DOI: 1047467/elmal.v7i9.12874 

 

5631 | Volume 7 Nomor 9  2026 
 

Arendonk, KJ Van, Tracy, ET, Ellison, JS, Gadepalli, SK, Goldin, AB, Hall, M., Leraas, HJ, 

Ricca, RL, & Ehrlich, PF 2024. Interfacility Transfer of Children With Time-

Sensitive Surgical Conditions,. 7(10), 1–13. 

https://doi.org/10.1001/jamanetworkopen.2024.40251 

Aroma, EH 2025. Hospital Service Efficiency Strategy: Integration of Human Resource 

Performance, Technology, and Service Speed. Deepublish Digital (digital/e-

book format) or Deepublish Store. 

Ayu, P., Nadya, A., & Nurcholis, L. 2025. Customer Engagement in Building Brand 

Loyalty with Consumer Trust as a Mediator. 22(2), 92–100. 

Aryawati, W., Tamara, YS, Febriani CA Riyanti. 2023.The Relationship Between 

Marketing Mix and Inpatient Loyalty at Pertamina Bintang Amin Hospital. 12 

(4), 141–148. 

Berkowitz. 2021. Essentials of Health Care Marketing. Jones & Bartlett Learning. 

https://books.google.co.uk/books?hl=en&lr=&id=1fEfEAAAQBAJ&oi=fnd&p

g=PP1&dq=benefits+of+healthcare+marketing&ots=nm32M6bxJS&sig=l7-

23jmknAkaoDxzJICjtaEh-bI#v=onepage&q=benefits of healthcare 

marketing&f=false%0Ahttps://books.google.com.my/books?id=cAqO5uv 

Chatzipanagiotou, K., Christodoulides, G., & Veloutsou, C. 2022. Managing the 

consumer-based brand equity process: A cross-national investigation. Journal 

of Business Research, 139, 1–15. 

https://doi.org/10.1016/j.jbusres.2021.09.027 

Chen, C., Khan, A., Hongsuchon, T., Ruangkanjanases, A., Chen, Y., Sivarak, O., & Chen, 

S. 2021. The Role of Corporate Social Responsibility and Corporate Image in 

Times of Crisis : The Mediating Role of Customer Trust. 

Cleverley, WO, Cleverley, JO, & Cleverley, AV 2023. Essentials of health care finance 

(9th ed.). Jones & Bartlett Learning. 

Cornelissen, J. 2022. Corporate Communications. SAGE. 

https://contents.lspr.ac.id/2022/05/2004-Joep-Cornelissen-Corporate-

Communication.pdf 

Dixit, SK 2022. The Routledge Handbook of Service Excellence in Tourism and 

Hospitality. Routledge. 

Eftitah, E., Martini, NNP, Susbiyani, A., & Herlambang, T. 2023. The Influence of 

Hospital Satisfaction and Image on Patient Trust and Loyalty. Rela: Journal of 

Economics, 19(1), 69–88. https://doi.org/10.31967/relasi.v19i1.663 

Farley, H., Kistamás, K., & Davies, A. 2023. Hospital accessibility for people with 

disabilities: A systematic review of physical and informational barriers. 

Health Services Insights, 16. 

Ferreira, D.C., et al. 2023. Patient Satisfaction with Healthcare Services: A Systematic 

Literature Review. Healthcare Basel. 

Fink, G., He, X., & Lyu, S. 2021. Hospital accessibility and inequalities in maternal 

health outcomes in sub-Saharan Africa. Nature Medicine. 

Foroudi, P., Yu, Q., Gupta, S., & Foroudi, MM 2020. Corporate Identity And Corporate 

Reputation: Relationship And Impact On Organizational Performance. Journal 

https://journal-laaroiba.com/ojs/index.php/elmal/12874
https://journal-laaroiba.com/ojs/index.php/elmal/12874
https://journal-laaroiba.com/ojs/index.php/elmal/12874


 
Vol 7 No 9 (2026)  5620 - 5636   P-ISSN 2620-295 E-ISSN 2747-0490 

DOI: 1047467/elmal.v7i9.12874 

 

5632 | Volume 7 Nomor 9  2026 
 

of Business Research, ScienceDirect., 109, 541–556. 

https://doi.org/10.1016/j.jbusres.2018.04.006 

Frandsen, F. & Johansen, W. 2021. “Corporate Image, Reputation and Identity” — in 

Exploring Public Relations & Management Communication. Tench & 

Waddington. 

Frezza, EE 2021. Patient-Centered Healthcare: Transforming the Relationship 

Between Physicians and Patients. Routledge. 

Ghorbanzadeh, Davood & Rahehagh, A. 2025. Emotional brand attachment and brand 

love : the emotional bridges in the process of transition from satisfaction to 

loyalty. September, 16–38. https://doi.org/10.1108/RAMJ-05-2020-0024 

Ghozali, I. 2018. Multivariate Analysis Application with IBM SPSS 25 Program (9th 

ed.). Diponegoro University Publishing Agency. 

Goodwin, C. 2022. Meaningful Healthcare Experience Design: Improving Care for All 

Generations. Routledge. 

Habsy, LL .2024. Effectiveness of Service Quality and Patient Trust on Patient 

Satisfaction and Loyalty at Al-Ihsan Regional Hospital, West Java. FRIMA 

Proceedings. 

Handayani, T., et al. 2024. Analysis Of BPJS Patient Satisfaction With The Quality Of 

Health Services In 2024. Scholar Medika. 

Handy Winata, Soegeng Wahyoedi, WDG 2022. The Effect of Service Quality on Patient 

Loyalty Mediated by Hospital Image and Patient Satisfaction. 6(2), 120–127. 

Hasibuan, RR, Hasanah, YN, Dewi, R., & Purwatiningsih, P. 2023. Analysis of Factors 

Influencing Patient Loyalty in Regional General Hospitals. Journal of Business 

and Financial Management, 4(1), 1–9. 

https://doi.org/10.51805/jmbk.v4i1.89 

Hayward, C. 2022 SpaceMed: A space planning guide for healthcare facilities (4th ed.). 

Hayward & Associates. 

Heer, B., & Rohrbacher, S. 2021. Endogenous longevity and optimal tax progressivity. 

Journal of Health Economics, 79(July), 102515. 

https://doi.org/10.1016/j.jhealeco.2021.102515 

I Kadek Wartana, Gustini, & IY 2023. Patient Satisfaction Based on the Dimensions of 

Hospital Health Service Quality. Indonesian Science Media. 

Iglesias, O., Markovic, S., & Rialp, J. 2020. How Does Sensory Brand Experience 

Influence Brand Equity? Considering The Roles Of Brand Awareness, Brand 

Image And Customer Loyalty. Journal of Business Research, 108, 310–321. 

Istiatin, & S. 2021. Introduction to Research Methodology. Batik Islamic University. 

Istiqomah NF, Dzulkifli, W.. 2025. Quality Assurance Management of Health Services. 

Indonesian Science Media. 

Jiang, JX, Krishnan, R., & Bai, G. 2023. Price Transparency in Hospitals - Current 

Research and Future Directions. JAMA Network Open, 6(1), E2249588. 

https://doi.org/10.1001/jamanetworkopen.2022.49588 

Karim, S., & Singh, A. 2020. Planning and designing of specialty healthcare facilities. 

CRC Press. 

https://journal-laaroiba.com/ojs/index.php/elmal/12874
https://journal-laaroiba.com/ojs/index.php/elmal/12874
https://journal-laaroiba.com/ojs/index.php/elmal/12874


 
Vol 7 No 9 (2026)  5620 - 5636   P-ISSN 2620-295 E-ISSN 2747-0490 

DOI: 1047467/elmal.v7i9.12874 

 

5633 | Volume 7 Nomor 9  2026 
 

Karume, AK, Nyongesa, K., Okutoyi, L., & Kinuthia, J. 2025. Patients' Expectations And 

Perceptions On Quality Of Care; An Evaluation Using SERVQUAL gap in Kenya. 

PLoS ONE, 20(3 March), 1–15. 

https://doi.org/10.1371/journal.pone.0315910 

 

Keller, KL, Swaminathan, V. 2020. Strategic Brand Management: Building, Measuring, 

and Managing Brand Equity (5th ed.). In Pearson. 

https://www.academia.edu/114717131/Strategic_Brand_Management_5E_

2020_?utm_source=chatgpt.com 

Kridaningsih, A., & Ghozali, G. 2023. The Influence of Location, Service, and 

Completeness of Facilities on Patient Satisfaction in Outpatient Installations. 

Media Management Services, 11(1), 17–27. 

https://doi.org/10.52447/mmj.v11i1.6966 

Li, B., Shi, X., Zhu, A.-X., Wang, C., & Lin, H. 2022. New Thinking in GIScience. Springer. 

Louisa, L., & Simbolon, FP 2023. Determinants of Customer Loyalty: Empirical Study 

from Online Food Delivery Services. Binus Business Review, 14(3), 247–258. 

https://doi.org/10.21512/bbr.v14i3.9233 

Lutfi A, MT, Indrawati, L., Nugraha, S., 2025. The Effect of 10p Marketing Mix (Mega 

Marketing Mix) on Outpatient Loyalty at Ananda Lubuklinggau Hospital, 

Journal of Hospital Management and Administration (MARSI) E-ISSN: 2865-

6583 Vol. 9 No. 4, October 2025 

Mayardiani, RR, Hartoyo, H., & Krisnatuti, D. 2020. Testing Patient Satisfaction and 

Loyalty at Budi Kemuliaan Hospital Using the Marketing Mix. Journal of 

Business and Management Applications, 6(1), 1–13. 

https://doi.org/10.17358/jabm.6.1.1 

Mahyuvi, T. 2025. Hospital Policy in Managing Innovative Nursing Services. Tata 

Mutiara Hidup Indonesia. 

McLaughlin, DB, Olson, JR, & Sharma, L. 2022. Healthcare operations management 

(4th ed.). Health Administration Press (ACHE). 

Meilinda, M., Budiharto, B., & Franky, F. 2023. The Influence of Service, Location, and 

Rates on Patient Loyalty at the Dental and Oral Hospital of Prof. Dr. Moestopo 

Beragama University. Innovative: Journal of Social Science Research, 3, 2261–

2272. 

Melewar, TC, Dennis, C., & Foroudi, P. 2022. Building Corporate Identity, Image And 

Reputation In The Edited by. Routledge. 

Muksin. 2022. Escalating Trust in Hospital Patient Loyalty. In Deepublish Digital. 

Nadianingrum, NW, & Saputra, A. 2020. The Effect of Service Quality and Facilities on 

Consumer Satisfaction at PT. Capella Dinamik Nusantara. Jurnal Khazanah 

Ilmu Berazam, 3(September), 3. 

Ngan, TT, Tonorezos, E., Donnelly, M., & O'Neill, C. 2025. Impact of Financial Toxicity 

on the Health-Related Quality of Life and Financial Well-Being of Cancer 

Patients and Survivors: A Comparative Study of the United Kingdom and 

United States. Cancer Medicine, 14(2), 1–11. 

https://journal-laaroiba.com/ojs/index.php/elmal/12874
https://journal-laaroiba.com/ojs/index.php/elmal/12874
https://journal-laaroiba.com/ojs/index.php/elmal/12874


 
Vol 7 No 9 (2026)  5620 - 5636   P-ISSN 2620-295 E-ISSN 2747-0490 

DOI: 1047467/elmal.v7i9.12874 

 

5634 | Volume 7 Nomor 9  2026 
 

https://doi.org/10.1002/cam4.70606 

Nindy, E., Hanafiah, A., & Alhabsyi, T. 2023. The Influence of Hospital Image and 

Service Quality on Satisfaction and Loyalty of Inpatient BPJS Patients. 11(1), 

80–85. 

Nisa, HK, & Aristi, D. 2023. Factors Associated with Outpatient Loyalty in Hospitals. 

Jurnal Semesta Sehat, 3(1), 31–45. 

Noviyani, A., & Viwattanakulvanid, P. 2024. Exploring Patients' Perspectives On 

Healthcare Service Quality In Outpatient Settings At A Public Hospital In 

Palembang, Indonesia: A Qualitative Study. Belitung Nursing Journal, 10(6), 

703–711. https://doi.org/10.33546/bnj.3594 

Oktavia, SN, & Prayoga, D. 2023. Service Quality on Patient Loyalty at Maternity and 

Child Hospitals: Literature Review. Tambusai Health Journal, 4(September), 

2199–2205 

Park, H., & Yoon, J. 2024. Human Resources For Health Willingness To Pay For Chronic 

Disease Management Services Provided By Primary Care Nurses. Human 

Resources for Health, 1–10. https://doi.org/10.1186/s12960-024-00935-8 

Permata, DD, Hussein, AS, & A. 2022. Emotional Branding, Corporate Image And Its 

Effect On The Loyalty Of JKN-KIS Participants. International Journal of 

Research in Business and Social Science, 11(4), 16–22. 

Putri, MR, Ruswanti, E., & Ramadhan, Y. 2024. The Influence of Service Quality, Price 

Fairness, Physical Environment on Patient Loyalty with Patient Experience as 

an Intervening Variable at Nuraida Hospital. Formosan Journal of Science and 

Technology, 3(3), 475–490. https://doi.org/10.55927/fjst.v3i3.8417 

Putri, NT 2022. Total Quality Management: Concepts, Tools and Techniques, 

Applications. Indomedia Pustaka. 

https://books.google.co.id/books/about/Manajemen_Kualitas_Terpadu_Kon

sep_Alat_d.html?id=J4l0EAAAQBAJ&redir_esc=y 

Rahma, DA, & Prayoga, D. 2022. Factors That Influence the Loyalty of In-hospitalized 

Patients: A Scoping Review. Department of Health Administration and Policy, 

Faculty of Public Health,. Journal of Health Sciences, 16(3), 384–391 

Rahmat, IF, & Kusumawati, A. 2024. Factors Influencing Outpatient Loyalty in 

Hospitals: A Systematic Literature Review. Journal of Public Health Sciences, 

13(3), 263–271 

Ministry of Health of the Republic of Indonesia, 2022. Hospital Accreditation 

Standards 

Sahoo, B., Pillai, JSK, & Sahoo, MC 2024. Implementation of Wayfinding Signage in 

Public Hospitals and Its Evaluation Towards Quality Improvement. 16(7). 

https://doi.org/10.7759/cureus.65435 

Department of Health and Human Services. 2021. National Healthcare Quality and 

Disparities Report 

Sihombing, KNE 2022. The Influence of Price Perception and Sales Promotion on 

Customer Loyalty Mediated by Customer Satisfaction in Using Grab Online 

Motorcycle Taxi Services in Medan City. HKBP Nommensen University. 

https://journal-laaroiba.com/ojs/index.php/elmal/12874
https://journal-laaroiba.com/ojs/index.php/elmal/12874
https://journal-laaroiba.com/ojs/index.php/elmal/12874


 
Vol 7 No 9 (2026)  5620 - 5636   P-ISSN 2620-295 E-ISSN 2747-0490 

DOI: 1047467/elmal.v7i9.12874 

 

5635 | Volume 7 Nomor 9  2026 
 

repository.uhn.ac.id/handle/123456789/8112 

Silvia, Subianto, TA, Hidayat, SPE, Nadia, NMA, & Jaya, P. 2024. The Influence of 

Location, Price, and Service Quality on Customer Loyalty of Patients at Siloam 

Lippo Village Hospital. Scientific Journal of Management, Economics and 

Accounting, 3(1), 147–160. https://doi.org/10.52447/mmj.v11i1.6966 

Sri Wusono, Julita Hendrartini, & Dwi Handono Sulistyo. 2022. Analysis of Internal 

Medicine Polyclinic Service Rates at Regional General Hospitals in the Era of 

National Health Insurance. The Indonesian Journal of Health Service 

Management, 23(03), 95–100. https://doi.org/10.22146/jmpk.v23i03.4247 

Sudrajat, A. 2023. Patient loyalty at Dr. Chasbullah Abdul Majid Regional General 

Hospital, Bekasi City, as viewed from patient satisfaction with hospital 

facilities as an intervening variable. Journal of Economics and Management, 

2(1), 117–124 

Sugiyono. 2022. Quantitative, Qualitative, and R&D Research Methods. Alfabeta. 

Supriyanto, S., Wulandari, RD, & E. 2022. Quality Management of Health Services. 

Airlangga University Press. 

Tamonsang, M., & Apriliyanto, MD 2022. The Effect of Service Quality and Facilities 

on Patient Loyalty with Patient Satisfaction as an Intervening Variable. 

PRAGMATIS Journal of Management and Business, 1(September), 72–80. 

Thaifur, AYBR, Jayadi, A., Parmi, Wardhana, A., Andary, V., Tumuwe, WN, Yuliawati, 

Nurfadhilah, Windarti, S., Agussalim, R., Usa, WDYM, Fitri, A., Syarifuddin, F. 

2023. Health Financing (H. Akbar (ed.); Vol. 17). CV. MEDIA SAINS 

INDONESIA. 

Tjiptono, F., & Chandra, G. 2016. Service Quality and satisfaction. 

Andi.Tsai, C., Lin, C., & Chen, Y. 2024. Impact of Authenticity Perception on 

Experiential Value and Customer Satisfaction under Contactless Services. 

Wahyuni, V., Ruswanti, E., & Dewi, S. 2025. The Influence of Service Facilities and 

Social Media Marketing on Patient Loyalty, Trust as an Intervenin in 

Outpatients at Hospital X, West Jakarta. Journal of Nursing and Public Health, 

13(1), 218–231. 

Wijayanthi, PR, & Bernarto, I. 2025. Price Fairness, Waiting Time, And Patient-Doctor 

Communication In Influencing Patient Satisfaction And Revisit Intention At 

Xyz Primary Clinic, Bandung City: SEM-PLS And. 6(6), 4594–4610. 

Wirtz, J. 2022. Essentials of Services Marketing, 4th Edition (Issue July) 

Yosie William Iroth, Gallena Sinaga, JT, & Valentine Siagian. 2024. Service Quality 

Dimension and Its Importance for Indonesian Health Care Provider 

Improvement. International Journal Of Humanities Education and Social 

Sciences (IJHESS), 4(1), 1–12. https://doi.org/10.55227/ijhess.v4i1.1182 

Zeithaml, VA, Bitner, MJ, Gremler, DD, & Mende, M. 2024. Services Marketing: 

Integrating Customer Focus Across the Firm (8th ed). McGraw-Hill Higher 

Education 

Zulaika,Indrayadi, Wasita, RRR, Hidayat AW, Setianingsih, LE, Butarbutar, F., Prakoso, 

AD, Irmawan, F., Purba, EM, Marini, I., Rasyid, Z., Susanti, N., Bratajaya, CNA, 

https://journal-laaroiba.com/ojs/index.php/elmal/12874
https://journal-laaroiba.com/ojs/index.php/elmal/12874
https://journal-laaroiba.com/ojs/index.php/elmal/12874


 
Vol 7 No 9 (2026)  5620 - 5636   P-ISSN 2620-295 E-ISSN 2747-0490 

DOI: 1047467/elmal.v7i9.12874 

 

5636 | Volume 7 Nomor 9  2026 
 

Barus, DJ, and Hasrianto, N., 2024. Public Health Science (MP Ari Yanto (ed.)). 

Press, Aikomedia. 

 

https://journal-laaroiba.com/ojs/index.php/elmal/12874
https://journal-laaroiba.com/ojs/index.php/elmal/12874
https://journal-laaroiba.com/ojs/index.php/elmal/12874

