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KEYWORDS Abstract

Outpatient; Objective: This study aimed to analyze the effect of perceived value on patient loyalty, both
Perceived value; directly and indirectly through the patient satisfaction variable.

Satisfaction; Methods: This research is analytic observational with a cross-sectional design. Among
Loyalty; 187 patients at the outpatient installation's Hasanuddin University Hospital was selected
Hospital through purposive sampling technigue with the inclusion criteria such as non-insurance patient

at least twice visits on their own, not because doctor's preference. Path analyses used to know
the level of magnitude and significance of a causal relationship.

Results: The indired@@path’s coefficient value 0.348 is greater the direct path’s coefficient
which is only 0.041. It was determined that perceived value affected patient loyalty indirectly
through patient satisfaction. Regression shows that the satisfaction variable 12.589 times more
influential on loyalty than the perceived value which is only 2.344 times.

Conclusion: To increase loyalty, patient need to be satisfied firstly, especially those related to
aspects of doctor services.

© 2019 Published by Elsevier Espana, 5.L.U.

Introduction

“ Peer-review under responsibility of the scientific committee of Customer loyalty has a big positive iﬂact on firms per-
the International Conference on Women and Societal Perspective on formance and is considered by many companies as the
Quality of Life (WOSQUAL-2019). Full-text and the content of it is greatest source of competitive advantage. ' 2In recentyears,
“Tdcegrrrzsspzzﬂ:’rll‘t:u‘t’;:fthm°f the article. studies of patient loyalty have shown a,rapid progress.

P g ' The consequences can be felt such us if€reased revenue,

E-mail address: dianayufitriani@med. unismuh.ac.id e
(D.A. Fitriani) reduced customer acquisition costs, reduced the use of costs

amps:.f' /doi.org/10.1016/j.enfcli.2019.11.008
1130-8621/© 2019 Published by Elsevier Espana, S.L.U.
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against repeat buyers,
profitability.'**

One of the most important things on choosing a hos-
pital is a patient satisfaction. Satisfaction is considered a
fairly complex cognitive and affective construct capable
of mediating the influence of customer value perceptions
of repeat buying behavior and other outcomes such as
customer loyalty.”® Most empirical studies in market of
hospitals indicate a related bet customer value and
satisfaction.’*-? Customer sati:ﬁion will occur if the
product’s performance is felt to be equal to or greater
than the customer’s expectations.’’ Furthermore, it was
stated that the satisfy products which is can prlﬁde value
to customers. A high value will have an influe on sat-
isfaction and then increase patient loyalty."’ There are
many studies performed on the examination of the customer
loyalty, based on model which is satisfaction is the only
antecedent of loyalty.”'>"* Therefore, the most important
thing being a hospital’s main goal is how to H:e supe-
rior customer value.®'"'# By strengthening the relationship
between patients and hospitals, customer satisfaction will
naturally grow up and the value of the relationship between
them will increase which ultimately impacts on loyalty.® The
value-satisfaction-loyalty’s concept can be a clue for hos-
pital management to planning and implementing the right
marketing strategy.’!

Hasanuddin University Hospital is a public hospital-owned
university located in Makassar City. Based on data about
percentage of visits outpatients in Hasanuddin University
Hospital in 2016-2018 which were relatively stable at around
4.2% and the number of general old patients as much as
77% tended to be loyalty patient, sowas interesting for
researchers to examine the trend and analyze the effect of
perceived value on patient loyalty, through patient satisfac-
tion.

and tendency to achieve greater

Method
Research location and design

This research is analytic observational with a cross-sectional
design which located at the Hasanuddin University Hospital,
Makassar.

Population and sample

187 samples were selected through purposive sampling tech-
nique that was in accordance with the inclusion criteria of
the study such us non insurance outpatient at least visit's
twice, patients made visits on their own desires, not based
on preferences of doctors and willing to be interviewed.

Data collection technique

Data collection is carried out by researchers using instru-
ments that have been tested for validity and reliability.
Primary data were taken the results of questionnaires
to get information u effect of perceived value on
patient loyalty. TheSquestionnaire used to measure per-
ceived value was adapted from the PERVAL scale and then
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Figure 1  Path diagram model between perceived value, sat-
isfaction and loyalty.
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Figure 2  Pathanalysis diagram between perceived value, sat-
isfaction, and loyalty.

adjusted to the research conditions, namely in the field
of health services industry which consisted of 23 question
items. Some journals that also use these instruments.’'
Patient satisfaction wmweasured based on seven dimen-
sions adopted from the Short-Form Patient Satisfaction
Questionnaire (PSQ-18).'° And the last, patient loyalty vari-
able uses a questionnaire.” While secondary data in the
form of reports and medical record documents related to
research such as general prc?es of hospitals, patient satis-
faction survey reports and the number of outpatient visits
over the past three years.

Data analyses

Multivariate analysis used is a path test tgdetermine the
effect of perceived value variables on loyalty both directly
and indirectly mediated by patient satisfaction. The path
diagram model includes two structural equations namely X
is an exogenous variable, while Y1 and Y2 are endogenous
variables, as shown in Fig. 1.

Results

Table 1 shows the path analysis Imeen perceived value
and loyalty through satisfaction. The indirect path coeffi-
cient (0.348) is greater than the direct path coefficient value

{0.%.

results of the path analysis diagram can also be seen
in Fig. 2. The significance value of perceived value on loy-
alty in Table 1 (p value 0.416) shows that there is no effect
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Table 1 Path analysis results between perceived value, satisfaction, and patient loyalty.

ri able Coefficient p value Gloss
Perceived value — Loyalty 0.041 0.416 Direct
Perceived value — satisfaction 0.583 0.000 Direct
Satisfaction — loyalty 0.436 0.000 Direct
Perceived value — patient satisfaction — patient loyalty 0.348 Indirect

Table 2 The effect of perceived value and patient satis-
faction toward patient loyalty.

Variable p value Exp (B)

Step 12 Perceived value 0.050 2.344
Patient satisfaction 0.000 12.598

Constant 0.000 0.031

between perceived value and loyalty directly. On the effect
of perceived value to satisfaction, p value 0.000 is obtained,
meaning that if the perceived value rises by 1 point, satis-
faction will increase by 0.583 points. While, the influence
of satisfaction with loyalty obtained p value 0.000, meaning
that if satisfaction rises 1 point then loyalty will increase by
0.436 points.

Table 2 shows the effect of perceived value and satisfac-
tion on patient loyalty. Logistic regression results obtained
that the satisfaction variable is very influential on loyalty
(p value 0.000, Exp(B) 12.598), while the perceived value
variable has a lower influence than satisfaction with patient
loyalty (p value 0.050, Exp(B) 2.344).

Discussion

In this study it can be seen that there is an indirect effect
between perceived value and loyalty, through the variable
patient satisfaction. Through the logistic regression equa-
tion test it is also strengthened that the satisfaction variable
12.589 times more influences loyalty, compared to the per-
ceived value variable which is only 2.344 times. This shows
that in building a loyalty, patients must go through a satis-
fied phase first. Most researchers agree that satisfaction is
the basis for shaping loyalty.>:'> The effect on value is if the
perceived value is good, it will increase satisfaction then
patient loyalty cgq be formed.

Theoretically, perceived value can be considered as a
cognition-based construct that is able to capture every
difference between benefits and sacrifices, while cus-
tomer satisfaction is oriented toward affective and
evaluative response. Social science literature shows that
cognitive thinking processes are capable of triggering affec-
tive responses, where the assessment of perceived value
can influence perceptions of satisfaction. Although neuro-
science shows that in sensory information processing, the
cognitive functions of the brain and feelings (emotional) can
influence each other, the evidence regarding the reciprocal
relationship cannot be collected in marketing research.

The dimensions of the satisfaction variable which are the
focus of attentign in this study are related to communi-
cation aspect;ﬂerpersonal manner, and time spent with

doctor. The attitudes and behavior of doctors in particular
tend to be felt by patients too rigid (less integrated with
patients), sometimes too rushed in examining, and ignor-
ing what was said by the patient. Research studies that
support these results are also carried out at the Tengku
Ampuan Rahimah Hospital which is a hospital with the best
outpatient faﬁies in Malaysia indicating that the lowest
dimensions o isfaction variables focus on physician ser-
vices such as time spent with doctor, interpersonal manner,
and communication during the process consultation.’®

Other research explores the extent to which physician
communication of patients can reduce inefficiencies in
service delivery. The results show that the patient’s commu-
nication is highly correlated with better care which leads to
patient satisfaction. The old assumption states that patient
care is often seen as purely a technical problem, while the
study proves that patient communication is very capable of
predicting better clinical outcomes and improving hospital
ratffZ8 in general.’”

The relationship between perceived value, satisfaction,
and loyalty was proposed in accordance with the theory of
Cognition-Affect-Bshavior (CAB) showing satisfaction has a
significant effect as a mediating variable between perceived
value and loyalty.” In addition, satisfaction and loyalty show
reciprocal relationships with each other. Othentudies with
different designs showed the same results that perceived
value indirectly affects loyalty through patienfSatisfaction.
Another variable found, perceived quality has a stronger
influence on loyalty (either direct or indirect through satis-
faction) when compared to perceived value.'® Other studies
that perceived value and loyalty have an influence both
directly and indirectly through patient satisfaction.* " Value
and satisfaction were very significant predictors of loyalty. '

Basically, value is a form of subjective evaluation.®?"
Therefore, the superiority of the service of a hospital is very
dependent on the suitability of the offer with preferences,
expectations, and desires rooted iw patient as standard
criteria. The importance of value, ciStomer satisfaction and
loyalty as a factor that influences the success of an organi-
zation becomes a strategy for hospitals to achieve the next
competitive advantage that is easily able to maintain and
even increase patient loyalty.

Conclusions

We conclude that perceived value can influence loyalty
through patient satisfaction. The managerial implication is
that in increasing patient loyalty, not only is perceived value
good, but patients need to be satisfied first. Satisfaction
variables have an effect of five times greater than perceived
value. Dimensional focus in the variable satisfaction, can be
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improved through aspects of physician services, such as atti-
tudes and interpersonal communication and time spent with
Goctors during the examination process.
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