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ABSTRACT
        This study to analyze the response time of staff competence, healthcare facilities and complaint handling in relation to patient loyalty at the Tawangsari Community Health Center in Sukoharjo Regency, both simultaneously and individually. This research method employs quantitative approach with a descriptive research design. The study population consists of outpatients at the Tawangsari Community Health Center in Sukoharjo Regency, with a sampling technique using the census method, resulting in a sample size of 120 patients. Data collection was carried out via a questionnaire. The data analysis techniques used included multiple linear regression, the F – test , t -test and the coefficient of determination. The research findings indicate that, both individually and collectively, the variables of service response time, staff competence, healthcare facilities and complaint handling have a significant impact on patient loyalty at the Puskesmas Tawangsari in Sukoharjo Regency. Therefore, it is recommended that the Puskesmas management improve service response times through innovation, enhance staff competence through training, maintain the quality of healthcare facilities, and ensure a more responsive and targeted complaint handling process, increasing patient loyalty.
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INTRODUCTION
        Health is an important aspect in human life, when someone experiences a decline in their health, they tend to look for...
health facilities to receive treatment. One frequently used health facility is the Community Health Center (Puskesmas). According to Regulation of the Minister of Health of the Republic of Indonesia No. 19 of 2024Community Health Centers, hereinafter referred to as Puskesmas, are first-level health service facilities that organize and coordinate promotive, preventive, curative, rehabilitative and/or palliative health services in their working areas.   
The Community Health Center is expected to strive to provide excellent service without discrimination so that the service is more effective and efficient. What patients expect in the service is a response time that is not long and clear, the competence of officers in serving, adequate health facilities, handling complaints if they do not meet expectations. Achieving goals cannot be separated from quality service, thus forming loyalty to come back and become the main and first destination if they need first-level health facilities.
        Patient loyalty is a crucial foundation that opens up opportunities for every sector, especially healthcare facilities. This is because patient loyalty to the services they use can encourage them to share positive information with others about the facility's excellence. Therefore, healthcare facilities must have the ability to achieve and maintain patient loyalty. Loyalty can be manifested in the form of loyalty to an individual, a job, or a product, whether goods or services (Sumadi et al., 2022). Customers' tendency to demonstrate loyalty often focuses on the product or service offered. This loyalty is realized when someone commits to continuing to use a service continuously in the future. Patient loyalty also impacts various influencing factors.
        While the public may only consider the service provider's perspective, service quality is also crucial for patient loyalty. Various methods can be used to measure service quality, one effective approach is from the perspective of the consumer or patient. Quality must begin with consumer needs and end with consumer perceptions (Sumadi et al., 2022).
        Quality healthcare services will have a positive impact on patient loyalty (Sari 2020). Quality healthcare services will also have an impact on increasing patient loyalty to the Community Health Center. Patient loyalty is one manifestation and continuation of patient satisfaction in using the facilities and services provided by the Community Health Center, as well as to remain a patient of the Community Health Center. Loyalty is one proof of a patient to always be a customer, who has strength and a positive attitude towards the Community Health Center. From this explanation, it can be concluded that each patient has a different basis for loyalty, this depends on the objectivity of each patient (Sari 2020).
        Patient experience describes an impression that he feels in assessing the suitability of performance and expectations, so it really determines patient trust which leads to the level of patient loyalty, patients who are impressed with their experience in feeling the suitability of expectations with service performance, have an impact on their level of loyalty, patient experience is formed through the quality of service that can provide satisfaction, so that it determines the level of loyalty to the Community Health Center, and experience teaches patients about the sincerity of health workers in providing quality health services, so that it becomes a consideration for patients to remain loyal, because according to the Picker Patient Experience Questionnaire patient experience is formed by aspects of information and education, service coordination, physical comfort, emotional support, patient preferences, family and friend involvement, continuity and transition, and access to services (Tinafie et al. 2023)
        Patient loyalty is a patient's decision or commitment to reuse a healthcare service in the future, and the patient's willingness to refer or recommend the service they have experienced to others. Factors that can influence customer loyalty include value, including price and quality, image, comfort and convenience, customer satisfaction, service, and guarantees or warranties. According to Lusiana et al. (2020), the determining factors for patient loyalty are service quality, response time, hospital image, and patient satisfaction.
        One of the main indicators of improving service quality is response time efficiency. Patients assess service quality not only by the speed of recovery from their illness, but also by other aspects such as the speed of service, the accuracy of medical procedures, and the friendliness of healthcare workers.
Along with the development of science and technology, Community Health Centers are required to continuously improve the quality of their services in order to meet public expectations for quality, efficient, and affordable health services.
It is hoped that this will lead to increased service efficiency, particularly in reducing patient waiting times. Several previous studies, such as those conducted by Rachmawati et al. (2023), have demonstrated this.
         The length of the response time can affect the value of patient loyalty to health services, so if the long response time is not paid attention to and left untreated, it will reduce patient loyalty to the services they receive. Ultimately, patient loyalty as a user of health services will not be achieved, so it is not impossible that patients will seek services from other providers (Jaya & Apsari, 2018). According to the Minister of Health of the Republic of Indonesia No. 129 / Menkes / SK / IV / 2008 concerning minimum hospital service standards, it is stated that the standard waiting time for outpatient services is ≤ 60 minutes, if the waiting time is > 60 minutes, outpatient services are said to be long or not in accordance with the established standards (Minister of Health, 2020)
        In the opinion of researchers, fast and responsive response time is very important in health services because it contributes directly to safety, quality of service, level of satisfaction of patients and their families, becomes the first choice if patients need to return to resolve health problems, and will form patient loyalty to the health service.
        The competency requirements for human health resources include Medical Personnel, Health Personnel, and Supporting or Supporting Health Personnel. Medical Personnel consist of doctors who have competencies in the field of primary care family medicine, physicians, and dentists. Health Personnel include Health Personnel who have competencies in the field of community health, which are Health Personnel who have competencies obtained from education, training, and/or recognition of past learning in the field of community health. Competence plays an important role in increasing patient loyalty, because competence creates a positive health care experience, increases trust, and creates a stronger relationship between patients and health care providers (Purnama et al, 2025).
        In the opinion of researchers, the competence of reliable and experienced officers who always update their abilities according to current developments is very important in forming patient loyalty in providing quality and safe health services for the community.     
        Health Service Facilities are places and/or tools used to provide health services to individuals or the community with a promotive, preventive, curative, rehabilitative, and/or palliative approach carried out by the central government, regional government, and/or the community.
        Buildings are constructed with attention to function, security, comfort, safety and health protection, as well as ease in providing services for everyone, including people with disabilities, children and the elderly.
        Medical devices, including simple diagnostic devices, must a) have a distribution permit in accordance with the provisions of laws and regulations. b) be tested and calibrated periodically by authorized testing and calibration institutions.
The type and quantity of diagnostic medical devices refer to the simple medical device standards set by the Minister. These standards can be adjusted according to health service needs or adapted to other devices with similar functions. The availability and improvement of healthcare facilities, including buildings and equipment, have a positive impact on patient loyalty (Ahdan et al., 2021).
        According to researchers, adequate buildings and medical equipment that meet standards are the main foundation in providing professional, safe, and quality health services that guarantee patient safety, the efficiency of medical personnel, and will increase patient loyalty.
        Complaint handling affects trust, so that by improving complaint handling that meets patient expectations, patient trust in services will increase. This situation shows that customer complaint handling is an organization's effort to correct errors in the products or services it sells to customers with the aim of restoring the situation and restoring customer trust, because the complaints submitted by patients are due to non-conformities. (Afidahtinafie. et al 2024).
         Complaint handling has an impact on patient loyalty, meaning that with trust, patient experience and complaint handling can be higher in increasing patient loyalty, compared to without trust, and this concludes that trust is able to intervene positively in the relationship between patient experience and complaint handling on patient loyalty. This situation proves that customer trust is a form of attitude that is born from a sense of improvement.
        In the opinion of researchers, effective and efficient complaint handling is crucial in healthcare because it can increase patient loyalty, prevent conflict, and provide valuable feedback for service improvement. Good complaint handling demonstrates an organization's commitment to transparency and accountability, improves reputation, and maintains public trust. Furthermore, prompt and appropriate complaint handling can reduce the risk of lawsuits and save costs resulting from claims or adverse events. This process also encourages positive change within the organization by applying complaint evaluation results to improve work performance and staff training. Overall, an effective complaint handling system meets patient expectations and satisfies complaints, creating a responsive, professional, and proactive service environment that meets patient and family needs and increases patient loyalty in utilizing healthcare services.

RESEARCH METHODS
This study uses a quantitative approach. The researcher chose to use a quantitative descriptive method to determine the magnitude of the influence and significance between the variables of Service Response Time, Officer Competence, Health Facilities and Complaint Handling on Patient Loyalty. This study was conducted at the Tawangsari Community Health Center, Sukoharjo Regency, located at Jalan Yos Sudarso No. 13, Tawangsari District, Sukoharjo Regency, Central Java 57561, Indonesia. The study period was carried out for 6 (six) months.
In this study, the author narrows the population, namely the total number of outpatients at the Community Health Center, in 2025 as many as 3750 / Month by calculating the sample size using sampling techniques, the number must be representative so that the research results can be generalized and the calculation does not require a sample number table, but can be done with simple formulas and calculations. Sugiyono's formula to determine the sample. The number of samples taken was 120 people or respondents. The sampling technique used in this study was the census technique. The census method is a sampling determination technique when all members of the population are used as samples.After the data tabulation was carried out, the data was processed using multiple linear regression analysis tools with the help of SPSS 27 software. The regression equation model used is as follows:
Y = a + b1X1 + b2X2 + b3X3 + b4X4 + e
(Ghozali, 2015: 86) 
Information :
Y : Employee Performance Variable
X1: Work Motivation Variable
X2 : Work Environment Variable
X3 : Workload Variable
X4: Occupational Safety and Health (K3) Variable
a : constant
b1, b2, b3, b4 : correlation coefficient
e : error term disturbing error

RESULTS AND DISCUSSION
Multiple Linear Regression
Table 1 Multiple Linear Regression Results
	No
	Variables
	Unstandardized B
	Information

	1
	(Constant)
	6,964
	Positive

	2
	Service Response Time
	0.318
	Positive

	3
	Officer Competence
	0.109
	Positive

	4
	Health Facilities
	0.192
	Positive

	5
	Complaint Handling
	0.166
	Positive


Source: processed data
Based on the table above, it can be seen that the regression equation formed is:
Y = 6.964+ 0.318 X1 + 0.109 X2 + 0.192 X3+ 0.166

From this equation it can be explained that:
a. Constant (a)
The constant value of 6.964 indicates that the variables of Service Response Time, Officer Competence, Health Facilities and Complaint Handling if the value is 0 then Patient Loyalty at the Tawangsari Community Health Center, Sukoharjo Regency has a Patient Loyalty level of 6.964.
b.	Service Response Time Coefficient (b1)
The Service Response Time coefficient (β1) is 0.318, with a positive value. This means that for every one-fold increase in Service Response Time, Patient Loyalty at the Tawangsari Community Health Center in Sukoharjo Regency will increase by 0.318, assuming other variables remain constant.
c. Officer Competency Coefficient (b2)
The coefficient value of Officer Competence or Officer Competence variable (β2) is 0.109 with a positive value. This means that every increase
Officer Competence of 1 time then Patient Loyalty at Tawangsari Community Health Center, Sukoharjo Regency will increase by 0.109 assuming other variables are constant.
d. Health Facility Coefficient (b3)
The Health Facilities variable (β3) is 0.192, with a positive value. This means that for every one-fold increase in Health Facilities, Patient Loyalty at the Tawangsari Community Health Center in Sukoharjo Regency will increase by 0.192, assuming other variables remain constant.
b. Complaint Handling Coefficient (b4)
The Complaint Handling Value or Complaint Handling variable (β3) is 0.166 with a positive value. This means that for every 1-fold increase in Complaint Handling, Patient Loyalty at the Tawangsari Community Health Center in Sukoharjo Regency will increase by 0.166, assuming other variables remain constant.

Model Feasibility Test
Table 2 Model Testing Results
	Model
	F count
	Ftable
	Sig.
	Standard
	Information

	Regression
	30,192
	2.29
	0,000
	0.05
	Eligible Model


Source: processed data

[bookmark: _Hlk228189037]    From the results of the model feasibility test, Fcount > Ftable was obtained at 30.192 > 2.29 with a significance of 0.000, meaning that this analysis is significant with a significance level of less than 0.05, so H0 is rejected and Ha is accepted.In other words, there is an intermediate influenceService Response Time, Staff Competence, Health Facilities, and Complaint Handlingsimultaneously and significantly on Patient Loyalty inTawangsari Community Health Center, Sukoharjo Regencyand meets the model feasibility test.

Hypothesis Testing
Table 3 Hypothesis Testing Results
	Hypothesis
	thitung
	table
	Sig.
	Standard
	Information

	H1
	3,519
	>1,657
	.001
	0.05
	Ha Accepted

	H2
	3.107
	>1,657
	.015
	0.05
	Ha Accepted

	H3
	1,865
	>1,657
	.045
	0.05
	Ha Accepted

	H4
	2,129
	>1,657
	.035
	0.05
	Ha Accepted


Source: processed data
Based on the results of the t-test in the table above, it can be explained in the following form:
a.	The Influence of Service Response Time on Patient Loyalty
The Service Response Time variable has a calculated t value > t table (3.519 > 1.657) and a significance of 0.001 < 0.05, so Ho is rejected and Ha is accepted. It can be concluded that there is a positive and significant influence of Service Response Time on Patient Loyalty at the Tawangsari Community Health Center, Sukoharjo Regency.
b.	The Influence of Officer Competence on Patient Loyalty
The Officer Competence variable has a t-value > t-table (3.107 > 1.657) and a significance of 0.015 < 0.05, so Ho is rejected and Ha is accepted. It can be concluded that there is a positive and significant influence of Officer Competence on Patient Loyalty at the Tawangsari Community Health Center, Sukoharjo Regency.
c.	The Influence of Healthcare Facilities on Patient Loyalty
The Health Facilities variable has a calculated t value > t table (1.865 > 1.657) and a significance of 0.045 < 0.05, so Ho is rejected and Ha is accepted. It can be concluded that there is a positive and significant influence of Health Facilities on Patient Loyalty at the Tawangsari Community Health Center, Sukoharjo Regency.
d.	The Impact of Complaint Handling on Patient Loyalty
The Complaint Handling variable has a t-value > t-table (2.129 > 1.657) and a significance of 0.035 < 0.05, so Ho is rejected and Ha is accepted. It can be concluded that there is a positive and significant influence of Complaint Handling on Patient Loyalty at the Tawangsari Community Health Center, Sukoharjo Regency.

Coefficient of Determination Test (R2)
Table 4 Results of the Determination Coefficient
	Model
	R
	R Square
	Adjusted R Square
	Standard Error of the Estimate

	1
	0.716
	0.512
	0.495
	1,603


Source: Appendix VIII
Based on the calculation results, the adjusted R square value was 0.495. This means that the variables Service Response Time, Officer Competence, Health Facilities, and Complaint Handling contributed 49.5% to Patient Loyalty, while the remaining 50.5% was explained by other variables not included in this study.



DISCUSSION
1. The Influence of Service Response Time on Patient Loyalty at Tawangsari Community Health Center, Sukoharjo Regency.  
[bookmark: _Hlk229375195][bookmark: _Hlk228850319]Based on the test results presented in Table IV.10, it showsThe Service Response Time variable has a valuethitung>table(3,519 >1,657) and significance 0.001 < 0.05 then Ho is rejected and Ha is accepted. It can be concluded that there is a positive and significant influence on Service Response Timeon Patient Loyalty at the Tawangsari Community Health Center, Sukoharjo Regency.
[bookmark: _Hlk228850461][bookmark: _Hlk228854183][bookmark: _Hlk229381472]These results align with research by Lusiana et al. (2022), which found that response time significantly impacts patient loyalty at the West Sumatra Pulmonary Hospital Polyclinic. Researcher Jadee Amartya Putri Wiranata (2024) confirmed that response time has a positive and significant impact on patient loyalty at a Type B hospital in Jakarta. Theoretically, the distance between response time and examination time is estimated to increase patient loyalty (Bustani 2015: 138).   
2. The Influence of Officer Competence on Patient Loyalty at the Tawangsari Community Health Center, Sukoharjo Regency.   
[bookmark: _Hlk228850789][bookmark: _Hlk228848962]Based on the test presented in Table IV.10, it shows that the Officer Competence Variable has a t-value > t-table (3.107 > 1.657) and a significance of 0.015 < 0.05, so Ho is rejected and Ha is accepted. It can be concluded that there is a positive and significant influence of Officer Competence on Patient Loyalty at the Tawangsari Community Health Center, Sukoharjo Regency.
[bookmark: _Hlk229381912][bookmark: _Hlk229381667][bookmark: _Hlk228850894][bookmark: _Hlk228852814][bookmark: _Hlk228853058]These results are in line with Susianta, (2021) who found that nurse competence has a contribution to patient loyalty, Citra Medika Sidoarjo General Hospital. Researchers Kintan Utami, Wani Devita Gunardi, Eka Desi Purnama (2025) also strengthen the positive competence of officers towards patient loyalty in the Emergency Room of Bhayangkara Hospital Pontianak.
[bookmark: _Hlk229382023]Theoretically, the research defines health service competency as the ability of health workers, encompassing the combination of knowledge, skills, experience, and attitudes necessary to provide quality health services to the community or patients. Knowledge and experience are crucial in solving problems. Service competency has a positive impact on patient loyalty (Sasanti, 2021).
3. The Influence of Health Facilities on Patient Loyalty at the Tawangsari Community Health Center, Sukoharjo Regency.  
[bookmark: _Hlk228849086]Based on the test presented in Table IV.10, it shows that the Health Facilities Variable has a calculated t value > t table (1.865 > 1.657) and a significance of 0.045 < 0.05, so Ho is rejected and Ha is accepted. It can be concluded that there is a positive and significant influence of Health Facilities on Patient Loyalty at the Tawangsari Community Health Center, Sukoharjo Regency.
[bookmark: _Hlk229382135][bookmark: _Hlk228849188]These results align with research by Misnawati et al. (2021), which found that healthcare facilities influence patient loyalty. Researchers Fitriani, Guspianto, and Dwi Noerjoedianto (2020) also confirmed the influence of healthcare facilities on patient loyalty at the Simpang IV Sipin Community Health Center. Theoretically, good facilities impact a consistently satisfying patient experience. Healthcare facilities can be developed as a relevant way to increase patient loyalty (Mufriza, M, 2021).
4. The Influence of Complaint Handling on Patient Loyalty at Tawangsari Community Health Center, Sukoharjo Regency.  
[bookmark: _Hlk228851170][bookmark: _Hlk229382630]  Based on the test presented in Table IV.10, it shows that the Complaint Handling Variable has a t-value > t-table (2.219 > 1.657) and a significance of 0.035 < 0.05, so Ho is rejected and Ha is accepted. It can be concluded that there is a positive and significant influence of Complaint Handling on Patient Loyalty at the Tawangsari Community Health Center, Sukoharjo Regency. The results of the Complaint Handling study have a positive and significant effect on Patient Loyalty. This result is in accordance with research by Afidahtinafie et al., (2024) patient experience and complaint handling have an effect on patient loyalty. Researcher Martini Et Al, (2023) also strengthens complaint handling has a positive and significant effect on patient loyalty and is also strengthened by researcher Wiwik Suryandarwati, (2020) complaint handling has a significant effect on patient loyalty at BPJS hospitals in Yogyakarta.
[bookmark: _Hlk229382739]  Theoretically, the benefits of handling complaints increase customer loyalty. When complaints are responded to quickly and appropriately, customers feel valued, which ultimately strengthens trust and long-term relationships between customers and the organization (Tjiptono, 2011: 362-363).

CONCLUSION AND SUGGESTIONS
Based on the results of hypothesis testing and the discussion that has been done, it can be concluded that Response Time has a positive and significant effect on patient loyalty at Tawangsari Community Health Center, Sukoharjo Regency, as well as Officer Competence, Health Facilities, and Complaint Handling, each of which also has a positive and significant effect on patient loyalty. In addition, based on the calculation results, an adjusted R square value of 0.495 was obtained, indicating that the variables of Service Response Time, Officer Competence, Health Facilities, and Complaint Handling contributed 49.5% to Patient Loyalty, while the remaining 50.5% was influenced by other variables not examined in this study. Based on these conclusions, the author provides theoretical suggestions so that further researchers can develop research by adding other independent variables that have the potential to influence patient loyalty, such as patient trust, health center image, service costs, ease of access, and other variables, considering that there is still an influence of 50.5% explained by factors outside this study.
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