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ABSTRACT 
 

 Customer or patient satisfaction is the main key to success in the competitive world. 
Customers who are truly satisfied will cause a sense of pleasure or excitement. When customer 
satisfaction is created, it can have an impact on customer or patient loyalty. Therefore, to achieve 
patient satisfaction, attention is needed on service quality and servicescape in hospitals. If the 
patient is satisfied, the patient will be loyal. The purpose of this study was to determine and test the 
construction of Service Quality and Servicescape on satisfaction to build patient loyalty at BaliMed 
Hospital Karangasem. This study uses quantitative methods that are used to fulfill research 
objectives other than literature review. The population of this study were patients at BaliMed 
Hospital Karangasem with a sample of 102 respondents. Data were collected by questionnaire using 
a Likert scale. The data were analyzed using a variant-based structural equation model analysis 
known as Partial Least Square (PLS) analysis. The results of this study indicate that: 1) Service 
qualitypositive and significant effect on customer loyalty; 2) Servicescape positive and significant 
effect on customer loyalty; 3) Service quality positive and significant effect on 
satisfactioncustomer; 4) Servicescape positive and significant effect on satisfaction customer.;5) 
Satisfactioncustomers have a positive and significant effect onloyaltycustomer. 
 The results of this study provide advice and input to BaliMed Hospital Karangasem 
regarding efforts to increase patient satisfaction and loyalty. 
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1. INTRODUCTION 
Health services in hospitals in general include services, where services focus on the 

performance of service providers. The hospital business is a service business that has a high level 
of contact character in the service process and even needs special treatment given by officers to its 
patients. Patients cannot judge the results of hospital services before experiencing the services they 
receive for themselves. The full involvement of staff in delivering health services allows a different 
assessment for each patient. Patients will assess the quality of services starting from the first time 
they come, the service process, the costs incurred, until the patient goes home. If the perceived 
service is not as expected, the patient is dissatisfied and ultimately will not be loyal to the hospital. 

Credibility and patient loyalty are important for hospitals to get hospital profitability in the 
long term. This condition makes the hospital provide the best health services to achieve patient 
satisfaction. If each patient has received services according to their needs, the patient will become 
patient loyalty, Ristrini (2005). Loyalty can basically be defined as a person's loyalty to something. 
Customer loyalty is the customer's commitment to persist deeply to re-purchase or re-subscribe to 
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the chosen product or service consistently in the future, even though the effects of the situation and 
marketing efforts have the potential to cause behavior change. 

Customer loyalty expresses the intended behavior with regard to products or services for 
the company. Customer loyalty as a customer mindset holds a favorable attitude towards the 
company, is committed to repurchasing the company's products or services and recommends 
products or services to others (Saravanakumar, 2014). Customer loyalty is one of the most 
important indicators of an organization to do its best. Since customer loyalty is directly related to 
customer satisfaction, it is evident that customer loyalty can be measured through customer 
satisfaction (Odunlami and Matthew, 2015). 

Customer satisfaction is the basis for every organization to achieve its goals. In other words, 
the level of customer satisfaction reflects the level of achievement of organizational goals. Satisfied 
customers tend to create profitable and enjoyable relationships with the organization. Customer 
loyalty to the organization arises from the satisfaction received by the customer by using the product 
or service received from the organization. The important nature of understanding the level of 
customer loyalty, for an organization today is a must to create and maintain profitable relationships 
(Odunlami and Matthew, 2015). 

The important thing needed to create a sustainable relationship is customer loyalty. 
However, customer loyalty depends on how much satisfaction comes from the service or output 
organization. Satisfied or dissatisfied customers may tell people about their experience. Customer 
satisfaction is one of the business goals, which can be achieved through understanding the market 
needs for products, and providing products according to customer needs will further increase 
customer satisfaction, build and maintain long-term profitable relationships with market needs for 
products (Odunlami and Matthew, 2003). 2015). 

According to the opinion of Rashid et al., (2016), which states that satisfaction has an effect 
on customer loyalty, this also affects the higher profits achieved by the company. Satisfied 
customers will show signs of their loyalty through behavior and attitudes, and customer satisfaction 
is also good for company growth. Only by measuring customer satisfaction can companies tell how 
vulnerable customers are to changing their spending patterns or leaving competitors with better 
product offerings. Thus, the importance of customer satisfaction and customer loyalty cannot be 
underestimated in today's competitive business environment. Although customer satisfaction does 
not guarantee repeat purchases from customers, 

The basis for true loyalty lies in customer satisfaction, where service quality is the main 
input (Lovelock et al., 2011). Customer satisfaction is an important benchmark in business 
continuity. Satisfaction is the result of consumer assessments that the product or service has 
provided a level of enjoyment where this level of fulfillment can be more or less (Sudaryono, 2016). 
Highly satisfied or even service-loving customers tend to become loyal supporters of the company, 
combine all their purchases with one service provider, and spread positive news. Dissatisfaction, 
on the other hand, keeps customers away and becomes a determining factor in switching behavior 
(Lovelock et al., 2011). 

Research conducted by Halim (2019) proved that customer satisfaction has a positive and 
significant influence on customer loyalty. That is, the better the level of customer satisfaction, the 
higher the level of customer loyalty. The same effect is also shown from the results of research by 
Ryalsyah et al., (2020), Sari (2018), Sitompul (2020), Cheng and Rashid (2013), Ardani and 
Suprapti (2012), and Thomas (2013). While the different findings of research conducted by 
Budiarta and Fachira (2017) show that customer satisfaction does not have a role as a variable that 
mediates the variables of service quality and customer loyalty. These results show that customer 
loyalty is not formed or influenced by perceived or received customer satisfaction. 

Another factor that influences service satisfaction and patient loyalty in the study is the 
quality of service and the quality of the service environment which is usually referred to as 
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Servicescape. Service quality is defined as the overall customer perception of: (1) technical and 
functional quality, (2) service delivery, service environment, (3) reliability, responsiveness, 
empathy, assurance, and physical evidence related to the service experience (Brady and Cronin , 
2001). Service quality is an important factor that needs to be maintained and improved in business 
continuously. Companies that have superior services will be able to maximize the company's 
financial performance. Efforts to improve the service quality system will be much more effective 
for business continuity (Aryani and Rosinta, 2010). 

The quality of service is also very important to create customer loyalty. Quality perceived 
by customers is basically the perception of customers as a whole about service quality. Quality as 
a significant predictor of customer loyalty, in the long run is an important predictor of superior 
economic returns through repeated sales. Service quality or perceived service but not the same as 
satisfaction resulting from the comparison of expectations with performance. It is also suggested 
that when the perceived quality of a particular product rises, then the expected customer satisfaction 
will also increase and may eventually lead to customer loyalty. Satisfied customers will further 
increase their loyalty (Kassim et al., 2014). 

According to Tjiptono (2014) there are five dimensions of service quality, including 
physical evidence (tangibles), reliability (reliability), responsiveness (responsiveness), assurance 
(assurance), and empathy (empathy). So the level of customer satisfaction with the services of a 
company can be seen from customer satisfaction with the five dimensions of services offered by 
the company. In addition to service quality, there is also a physical environment (servicescape) 
which is an important factor for consumers to be able to determine the services they will visit. 
Because the existence of a good physical environment will facilitate the company in the process of 
delivering information and services so that it is more selective and efficient, so that consumers feel 
comfortable with the conditions that exist in that location. 

Servicescapeincluded in Physical Evidence which is all aspects of an organization's physical 
facilities which are a form of real communication (Zeithaml, Bitner, & Gremler, 2013). 
Servicescape is divided into three dimensions, namely Ambient Conditions; Spatial Layout and 
Functionality; Signs, Symbols, and Artifacts (Lovelock, Wirzt, & Mussry, 2011). According to 
Brady & Cronin as quoted by Tjiptono (2014) that service quality is influenced by the quality of 
the physical environment. Therefore Servicescape can influence the response and behavior of 
visitors. Good servicescape handling will result in customer satisfaction and affect customer 
loyalty. Servicescape is defined as the environment in which services are delivered and where 
companies and customers interact (Baker and Cameron, 1996; in Musriha, 2012). 

Servicescaperefers to the physical environment in which service delivery takes place, and 
how this environment affects customers and employees within the service organization. The 
physical environment is important in services because customers and employees are influenced by 
their environment (Bhakar et al., 2013). Atmospheric effects (color, layout, facility aesthetics, 
lighting, noise) are environmental cues for consumer behavior. When people interact with their 
environment, the atmospheric effect describes how consumers' shopping behavior can increase due 
to the influence of environmental stimuli. Atmospheric effects can lead to customer satisfaction. 
People who are satisfied with their environment have a higher level of pleasure and arousal. 
Therefore, people have the intention to return and spend more time in that place (Ramlee and Said, 
2014). This opinion is in accordance with the findings of research conducted by Ryalsyah et al., 
(2020), Sitompul (2020) which states that servicescape has a positive and significant effect on 
loyalty. 

Consumer loyalty can be increased by designing a strategy that makes consumers satisfied 
with the product or service that will be provided, namely by providing a different experience and 
never getting it. Because loyal consumers will provide benefits to the company, namely being loyal 
to the company and not thinking about the products or services offered by other companies. The 
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higher the level of satisfaction from consumers, the higher the loyalty of consumers. The next 
previous research used is the research written by Musriha (2012). The results of this study indicate 
that the effect of servicescape on customer satisfaction, the positive effect of servicescape on 
customer loyalty, the positive effect of customer satisfaction on customer loyalty, 

The importance of service quality for companies engaged in services, therefore the quality 
of service is formed from consumer perceptions of the services provided. As stated by Lewis and 
Booms in Wijaya (2011) regarding service quality, which is a measure of how well the level of 
service provided is able to match customer expectations. (Wijaya, 2011:152). One of the service 
businesses that are also often found is the hospital. The hospital is a means of providing health 
services and also as a health service company for the community (Tjiptono, 2002). 

Research conducted by Munawir (2018) states that service quality has a positive and 
significant effect on customer satisfaction. Where, customers believe that the management of the 
shopping center has given good results. The results of this study are in line with research by Rivai 
Pa (2020), Sahanggamuet et al., (2015), Lena (2018), Sitompul (2020), Anggarayana and 
Pramudana (2013), Soelasih (2015), Wantara (2015), Ismail and Yunan (2016), and Muqimuddin 
(2017). Different research results are shown by the research of Kim and Moon (2008) which states 
that the perception of service quality has no effect on the intention to revisit. 

Customer satisfaction can be created, one of which is by paying attention to the servicescape 
which is part of the marketing strategy (Hurriyati, 2010). For consumers who visit retail stores, the 
service environment is the first aspect of service that is perceived by customers and at this stage 
consumers tend to form an impression on the level of service they will receive (Upadhyaya et al., 
2018). The company's physical facilities essentially "wrap" or "package" the services offered and 
communicate an external image of what is in them to customers (Tjiptono, 2014). 

Some things that need to be considered as a health company are the available facilities such 
as complete medical equipment and services provided to consumers, in this case patients. (Tjiptono, 
2012:317) Facilities are physical resources that must exist before a service is offered to consumers. 
Facilities at the hospital provided such as the provision of medicines, and complete medical 
equipment. 

Facilities provided to consumers at health companies, for example, consider adequate 
ventilation, representative medical equipment rooms, comfortable patient waiting rooms, clean 
patient rooms. According to Kotler (2016: 153) consumer satisfaction is a person's feeling of 
pleasure or disappointment that arises after comparing the performance or product results that are 
thought of against the expected performance or results. So satisfaction or dissatisfaction is the 
conclusion of the interaction between expectations and experiences after using the services or 
services provided. 

Servicescape (physical environment) that is unique and different from competitors is 
expected to provide a better experience to customers. In addition, Servicescape (physical 
environment) can be used by service providers to differentiate their company from competitors. 
The relationship between servicescape and customer satisfaction is very close, because the 
servicescape concept greatly influences consumer perceptions so that it can make consumers 
satisfied. According to Lupiyoadi (2013: 120), servicescape is the environment where the service 
delivery is located. According to Zeithaml and Bitner (2013: 296), there are three dimensions that 
make up the servicescape consisting of ambient conditions, space and function, as well as signs, 
symbols, and artifacts. Servicescape as a way to compete with other hospitals. With the 
servicescape, it is hoped that the hospital can provide good service quality for consumers. By 
providing and improving the quality of good services, customer satisfaction will also increase, and 
can provide added value to the hospital which will increase customer loyalty to come back for 
treatment at the hospital when they are sick. 
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Research by Upadhyaya et al., (2018) shows that spatial planning and surrounding 
conditions have the strongest relationship with perceived quality in servicescapes. Satisfaction with 
servicescape is positively influenced by perceived quality of servicescape. This study is in line with 
the results of research by Sulartiningrum, et al., (2016), and Grosso et al., (2017) Emilda (2021), 
Rivai Pa (2020), Ryalsyah et al., (2020), Sitompul (2020). Different results were revealed in the 
research of Kurniawan et al., (2018) and Muqimuddin (2017) which stated that the servicescape 
had a negative and insignificant effect on customer satisfaction. While research conducted by 
Sahanggamu et al., (2015), Lena (2018) states that servicescape has no effect on loyalty. 

This research was carried out in Karangasem Regency, there are two hospitals, namely: (a) 
Balimed Karangasem General Hospital on Jalan Nenas Kecicang Loaddem and (b) Karangasem 
Hospital on Jalan Ngurah Rai No 58. Apart from the two hospitals, in Karangasem Regency there 
are also 12 Health centers are scattered in each village. The lack of hospitals in Karangasem 
Regency makes the two hospitals the foundation for the health services needed by the Karangasem 
community because the two hospitals are health care facilities equipped with medical devices to 
support the health service process. The impact of limited hospitals in Karangasem causes a capacity 
gap compared to the number that must be served which affects service performance. 

Based on several patient complaints, it can be seen that the doctor on duty often does not 
come according to the specified practice schedule due to having to take emergency action, and this 
causes the patient to have to wait. Patients also expect clear information about the disease they are 
suffering from by providing solutions in the treatment process. Characteristics of different patients 
with different levels of knowledge, causing the importance of clarity of information without the 
need for the patient to ask first. 

The limited number of doctors on duty at Bali Med Karangasem, makes the patient queue 
long so that the doctor has limited time to provide consultations to each patient. This is of course 
very detrimental to the patient, because what is the problem cannot be found at that time. The 
patient's expectations are high for the doctor on duty, so the role of the doctor as a medical worker 
is the most important in the health service process. Doctors must not only be competent according 
to their field, but also must be able to know what the needs of each patient are, because the needs 
of each patient are different. If the doctor in his service process can provide what the needs and 
expectations of each patient, 

In addition to the quality of doctor's services, complaints are also shown by the lack of 
responsiveness of the quality of the services of other supporting medical personnel and non-medical 
personnel. Likewise with the limited availability of both the quantity and quality of supporting 
facilities and infrastructure. For example, if the patient waiting room in the hospital is very clean 
and comfortable, the patient will feel comfortable while waiting in line. The patient waiting room 
at the outpatient polyclinic of the Balimed Karangasem hospital is considered uncomfortable by the 
patient, so that the patient does not feel at home during treatment. 

Seeing the importance of each point in health services to maintain the credibility of the 
hospital and the patient's perception of the services provided, and from the results of preliminary 
research from interviews with several patients, the researcher can conclude that the specialist 
polyclinic of the Balimed Karangasem hospital outpatient installation is not optimal in providing 
health services. . Both from medical personnel, non-medical personnel, as well as supporting 
facilities and infrastructure, giving rise to an unfavorable perception of the patient. 

The number of registered patient visits, returning and canceling treatment at the Balimed 
Karangasem Hospital Outpatient Installation above can be seen that the number of outpatient visits 
has increased and decreased. It can be seen that in August 2021 there was a decrease in the number 
of patient visits registered for control returned to the system and the number of patients who came 
back also decreased, while the number of patients who canceled treatment increased. In September 
2020, there was an increase in the number of patient visits registered for control again in the system 
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and the number of patients who came back also increased, while the number of patients who 
canceled treatment continued to increase. 

Quoted from the monthly report of the Balimed Karangasem Hospital, the unstable number 
of visits and visitors in the last 3 years is due to the impact of the COVID-19 pandemic which has 
caused a decrease in outpatient visits and visitors, especially outpatient installations. Due to the 
COVID-19 pandemic, which requires hospitals to reduce the number of visitors by 50% as an effort 
to break the chain of the spread of COVID-19. According to research from (Priyanka & Hardy, 
2013) a decrease in the number of visits can result in a decrease in income from the polyclinic 
which will result in reduced hospital income. If the number of patient visits decreases and hospital 
income also decreases, 

Based on the  description of the background above, the researcher is interested in conducting 
further research on the analysis of the effect of patient perceptions of the quality of doctor's services 
on patient loyalty at the specialist outpatient polyclinic of Balimed Karangasem Hospital in 2021, 
which to the researcher's knowledge there has been no research. which highlights the same thing. 
From this thought, the researcher believes that this study is very important and strategic because it 
will really benefit the health service implementers. Because if improvements are not made to the 
quality of doctor's services received by patients, it is feared that it will affect the patient's perception. 

Based on the phenomena and research gap above, the researcher is interested in conducting 
a research entitled “The Role Of Hospital Servicescape In Building Patient Loyalty”. 

 
2. LITERATURE REVIEW 

A. Theory of Reason Action(TRA) 
There have been many studies conducted to study human behavior. One model that is widely 

used is the Theory of Reason Action (TRA). This theory is a cognitive social model that provides 
a framework for understanding an individual's conscious behavior. This theory is based on research 
conducted by Fishbein and Ajzen (1975). The theory was introduced in the field of social 
psychology and used to explain individual behavior (Alsughayir and Albarq, 2013) 

This model is based on theory and the assumption that the behavior of an object can be 
estimated based on the intention to perform the behavior (Eagly and Chaiken, 1993). Ajzen and 
Fishbein (1975) stated that the basic assumption of TRA is that humans are rational beings and use 
information systematically. Humans will consider the implications of their actions before they 
perform a certain behavior. 

In simple terms it can be said that TRA is a theory that studies how the relationship between 
intentions and a person's behavior is. There are several important components studied in TRA. 
Some of these components include attitudes, subjective norms, and intentions/intentions. 

TPB fixes the weaknesses of TRA. TRA does not accommodate people who do not have 
full control over their will. TRA does not take into account non-motivational things such as the 
existence of opportunities and the presence or absence of resources (time, money, ability and 
cooperation). An important factor that distinguishes TPB from TRA is control over the person's 
perceived behavior. (Perceived behavioral control). It should be noted that it is the perception of 
control that has a more important role than the actual control. So it can be concluded that the 
greater a person's perception that he has control, the more likely that person is to perform the 
behavior. (Ajzen, 1991). 

Balimed Hospital continues to make efforts to improve the quality of services provided to 
patients. Regarding these improvements, based on interviews with several patients, there were 
several obstacles faced, namely there were still services that were not friendly, administrative staff 
took too long to serve, drug queues at old pharmacies, staff's product knowledge was lacking, 
doctors' practice hours often changed - change, medical and non-medical officers who are less 
competent in their respective midwives. In addition to this, other obstacles faced by Balimed 
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Karangasem Hospital are intense competition between hospitals and the transfer of some patients. 
As a business actor in the health industry, Balimed must compete to create customer or patient 
loyalty. 

In the servicecape category, customer complaints take the form of poor toilet cleanliness, 
the waiting room for queuing feels full, the waiting room lighting is lacking, and the vehicle parking 
is narrow. With these complaints, it can be concluded that in reality the Balimed Karangasem 
hospital has not been able to provide the best service both in terms of facilities and infrastructure 
that are not supportive, the internal and external environment of the hospital are not comfortable, 
the service of medical personnel and non-medical personnel is bad and incompetent. The results of 
the temporary study stated that the health services of the Balimed Karangsem hospital were not in 
accordance with its vision and mission. 

Quality of service in health according to Azwar (1996) states that it is necessary to limit in 
general it can be stated that what is meant by quality of health services is referring to the level of 
perfection of health services, where it is stated that there are two levels of customer expectations 
for services, namely adequate and desire service. The first is the minimum acceptable level of 
service performance. This is based on estimates of what services may be received and depending 
on the available alternatives, and the second is the level of service performance that customers 
expect to receive which is a combination of what expectations can and should be received. Service 
quality is very important for the continuity of the institution's operations. 

In the category of quality of health services, apart from the services of medical personnel 
and non-medical personnel, it can also be in the form of comfort from the internal and external 
environment of the hospital, in addition to unsupported hospital facilities and infrastructure, and 
unsupported facilities. The company's success is from good service, usually compared between 
consumer expectations with what is actually received. Zeitmahl, et al (1990) mention five service 
quality indicators including tangible, reliable, responsiveness, assurance and empathy. Balimed 
Hospital must pay attention to these five dimensions in providing health services, so the hope of 
providing the best service can be realized and patient satisfaction will be achieved. 

The characteristic in the service business is intangibility, namely the study of the physical 
environment through the role of the servicescape which refers to the physical environment and other 
elements that also shape the experience of consumers. After the consumer enters the facility, it will 
automatically observe the aesthetics of the interior and will affect the consumer experience, Baker 
(1986). When patients enter the Balimed hospital area, they will indirectly feel the interior of the 
hospital, which in the end the patient can experience whether he likes it or not. Cleanliness is the 
condition of a service business area that is free from all dirt and bad smells, Hussainy (2017). 
Service businesses that must prioritize cleanliness as an effort to realize patient trust are hospitals. 
The convenience factor can represent non-verbal communication between consumers and the 
servicescape (Lam et al., 2011). Patients who already have experience feeling the Balimed hospital 
services will be able to determine whether they feel comfortable or not. To assist patients in 
realizing a service experience and guide consumers in performing and receiving health services, the 
servicescape at the Balimed Karangasem hospital must be seriously considered. 

The hypothesis that was built was then tested for truth through an analysis process using 
data obtained from research subjects at BaliMed Hospital Karangasem in the form of a Patient 
Loyalty result report using the documentation method and this research data was secondary data, 
while to answer the problem formulation, the study used quantitative descriptive analysis with using 
a structural equation model analysis technique (Structural Equation Modeling-SEM), known as 
Partial Least Square (PLS). Determination of the sample size is done with a saturated sample. 

The whole research process will produce a conclusion as an answer to the problem under 
study. These conclusions will later be used as material for evaluating decision making. The series 
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will produce a thesis concept. The thesis concept provides a new finding that can be used and 
contributes to a new theory or scientific development in research. 
 
Hypothesis 
H1:Service quality has a positive effect on patient loyalty 
H2: Servicescape has a positive effect on customer loyalty 
H3: Service quality has a positive effect on patient satisfaction 
H4: Servicescape has a positive effect on service satisfaction 
H5: Service satisfaction has a positive effect on service loyalty 
 

3. RESEARCH METHODS 
 

 
Research Location and Time 

This research was conducted at Balimed Hospital, Karangasem. The reason for conducting 
research at Balimed Karangasem hospital is because researchers want to provide a change to the 
problems raised and to know the effect of the variables on the impact of service quality and 
servicescape on trust to build patient attitudes which will be analyzed in this study. In addition, the 
Balimed Karangasem hospital is one of two hospitals in Karangasem, so its existence is very much 
needed by the people of Karangasem as a place for health services. The characteristics of the 
patients are also different both in terms of knowledge and social conditions, and their needs are of 
course different according to the disease they are suffering from. The research time used is starting 
at 08. 
 
Population and Sample 

The population in this study was the number of patients who came back for treatment at 
Balimed Hospital Karangasem during July to September 2021 with a total population of 9,183 sick 
patients.The sampling technique used is proportionate stratified random sampling. Proportionate 
Stratified Random Sampling is done by dividing the population into sub-populations/strata 
proportionally and randomly (Sekaran, 2006:87). The sampling technique using Proportionate 
Stratified Random Sampling was carried out by collecting data on the number of patients who came 
back for treatment at Balimed Karangasem Hospital during July to September 2021. Umar (1999) 
stated that to determine the minimum sample required if the population size is known, it can be 
used with the Slovin formula with With an error rate of 10%, the final result was 102 patients who 
came back for treatment at Balimed Hospital, Karangasem, which could be used as samples in this 
study. 
 
Identification of Research Variables 

The variables used in this study are the exogenous variables in this study are service quality 
(X1) and servicescape (X2), and the endogenous variables in this study are Customer Satisfaction 
(Y1) and Customer Loyalty (Y2). 

 
Research Instruments 

The questionnaire used in this study is a structured questionnaire in accordance with the 
previous literature where respondents are asked to give a mark or fill in the desired value through 
a set scale. The instrument in this study is structured, meaning that each question has an alternative 
answer. Alternative answers using a Likert scale. Likert scale is used to measure the nature, 
opinions and perceptions of a person or group of people about social phenomena. In research, this 
social phenomenon has been specifically defined by the researcher, hereinafter referred to as the 
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research variable. With a Likert scale, the variables to be measured are translated into indicators of 
instrument items which can be in the form of statements or questions, Sugiyono (2017). 
Data analysis technique 

In this study, the inferential technique was used to test the empirical model and the proposed 
hypothesis. The analysis technique used is a structural equation model (Structural Equation 
Modeling-SEM) based on variance or component-based SEM and known as Partial Least Square 
(PLS). This PLS uses a certain scale measurement, is used on a small sample size (30-50) units or 
<100 units, and can also be used for theory confirmation (Ghozali, 2008: hair et al., 2010). The 
output results using the smart-PLS software were analyzed descriptively qualitatively. 

 
4. RESEARCH RESULTS AND DISCUSSION 

 
Hypothesis Testing Results 

Hypothesis testing is done by t-test on each path of direct influence partially and indirect 
effect through mediating variables. Related to this test, hypothesis testing can be divided into direct 
submission and indirect effect testing or mediating variable testing. In the following sections, the 
results of the direct influence test and the mediating variable test are described respectively. 
1. Live Effect Test 

The results of the Path coefficient validation test on each path for a direct effect can be 
presented in Table 1 

Table 1 Results of Testing Direct Effects 
 

No 
Relationship between 

Variables 

Path 
Coefficient 

(Bootstrapping) 

T- 
Statistics 

P 
Values 

Informatio
n 

1 
Service 
Quality->Customer 
loyalty 

0.740 9.173 0.014 Significant 

2 
Servicescape 
->Customer loyalty 

0.848 8,796 0.015 Significant 

3 
Service 
Quality->Customer 
satisfaction 

0.609 6.505 0.000 Significant 

4 
Servicescape 
->Customer 
satisfaction 

0.825 3.063 0.004 Significant 

5 
Customer 
satisfaction->Customer 
loyalty 

0.644 21.372 0.000 Significant 

Source: Data processed, 2021 
Table 1 shows the results of hypothesis testing which are described in the following 

description: 
1) Service Quality(X1) proved to have a positive and significant effect on Customer loyalty(Y). 

This result is indicated by the path coefficient which has a positive value of0.740with T-statistic 

=9.173(T-statistic > 1.96), so hypothesis 1 (H1):Service Quality positive and significant 
effect on Customer loyalty provable. From the results obtained, it can be stated that the better 
Service Quality, so Customer loyalty will increase. 

2) Servicescape(X2) proved to have a positive and significant effect on Customer loyalty(Y). This 
result is indicated by the path coefficient which has a positive value of0.848with T-statistic 
=8,796(T-statistic > 1.96), so hypothesis 2 (H2): Servicescape has a positive and significant 
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effect on Customer loyalty provable. From the results obtained, it can be stated that the better 
Servicescape, the better Customer loyalty will increase. 

3) Service Quality(X1) proved to have a positive and significant effect on Customer Satisfaction 
(Z). This result is indicated by the path coefficient which has a positive value of0.609with T-
statistic = 6.505 (T-statistic > 1.96), so hypothesis 3 (H3):Service Quality positive and 
significant effect on customer satisfaction can be proven. From the results obtained, it can be 
stated that the better Service Quality, then customer satisfaction will increase. 

4) Servicescape(X2) proved to have a positive and significant effect on Customer Satisfaction (Z). 
This result is indicated by the path coefficient which has a positive value of0.825with T-statistic 
=3.063(T-statistic > 1.96), so hypothesis 4 (H4): Servicescape has a positive and significant 
effect on customer satisfaction can be proven. From the results obtained, it can be stated that 
the better the Servicescape, the more customer satisfaction will increase. 

5) Customer Satisfaction (Z) is proven to have a positive and significant effect onCustomer 
loyalty(Y). This result is indicated by the path coefficient which has a positive value 
of0.644with T-statistic = 21,372 (T-statistic > 1.96), so hypothesis 5 (H5): Customer satisfaction 
has a positive and significant effect on Customer loyalty provable. From the results obtained, it 
can be stated that the more customer satisfaction increases, the more Customer loyalty will 
increase. 

2. Testing Indirect Effects Through Mediation Variables 
In testing the following hypothesis, the mediating role of the Customer Satisfaction (Z) 

variable on the indirect effect of Service Quality (X1) and Servicescape (X2) on Customer 
loyalty(Y). The indirect effect hypothesis testing in this study is presented in Table 2. 

 
Table 2. Recapitulation of Results 

l Testing of Mediation Variables 

No Variable Mediation (a) (b) (c) (d) Note: 

1 
Service Quality->Customer 
satisfaction->Customer 
loyalty 

0.740 
(Sig) 

0.911 
(Sig) 

0.609 
(Sig) 

0.644 
(Sig) 

partial 
mediation 

2 
Servicescape ->Customer 
satisfaction->Customer 
loyalty 

0.848 
(Sig) 

0.913 
(Sig) 

0.825 
(Sig) 

0.644 
(Sig) 

partial 
mediation 

Note: Significant (Sig) = T-statistic > 1.96 at : 5% 

Source: Data processed, 2021 
Table 2 shows the results of testing the mediating variables that can be submitted as follows: 

1. Satisfaction Customer (Z) does not mediate the indirect effect of Service Quality (X1) on 
Customer Loyalty (Y). This result is shown from the mediation test carried out, it appears that 
the effect of a; c; and d has a significant value and path coefficient value a<b. The results of this 
test determine that Service Quality (X1) can affect Customer Loyalty (Y) through Customer 
Satisfaction (Z) which can be empirically proven. Based on these results it can be interpreted, 
the higher the Customer Satisfaction (Z) which is based on good Service Quality (X1), the 
Customer Loyalty (Y) to Balimed Hospital Karangasem will increase. Other information that 
can be conveyed, the mediating effect of the Customer Satisfaction variable (Z) on the indirect 
effect of Service Quality (X1) on Customer Loyalty (Y) is partial mediation (partial mediation). 
This finding is an indication that the variable Customer Satisfaction (Z) is a determining 
variable on the effect of Service Quality (X1) on Customer Loyalty (Y) 

2. Customer Satisfaction (Z) is able to mediate the indirect effect of Servicescape (X2) on 
Customer Loyalty intentions (Y). This result is shown from the mediation test carried out, it 
appears that the effect of a; c; and d has a significant value and path coefficient valuea<b. The 
results of this test determine that Servicescape (X2) can affect Customer Loyalty (Y) through 
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Customer Satisfaction (Z) which can be empirically proven. Based on these results it can be 
interpreted, the higher the Customer Satisfaction (Z) which is based on a good Servicescape 
(X2), the Customer Loyalty (Y) to Balimed Hospital Karangasem will increase. Other 
information that can be conveyed, the mediating effect of the Customer Satisfaction variable 
(Z) on the indirect effect of Servicescape (X2) on Customer Loyalty (Y) is partial 
mediation(partial mediation). This finding is an indication that the variable Customer 
Satisfaction (Z) is a determining variable on the effect of Servicescape (X2) on Customer 
Loyalty (Y). 

 

1. The Effect of Service Quality on Customer Loyalty at Balimed Hospital Karangasem 
The results of hypothesis testing show that service quality positive and significant effect 

on customer loyalty. This result means that the better service quality, so customer loyalty be 
increasing. The results of this hypothesis test support the various concepts and empirical findings 
that have previously existed that explain service quality have a positive and significant impact 
on customer loyalty. 

Service quality is a concern for customers by providing the best service to facilitate the 
ease of meeting their needs and realizing their satisfaction, so that they are always loyal to the 
organization/company. The findings seen in this study are when there arepatientwhich comeget 
a bed in a clean examination roomso thatpatientbecome loyal to Balimed Hospital Karangasem. 
BesidesThat medicine is neatly arranged and nurses provide services politely to make 
patientsloyal to Balimed Hospital Karangasem. 

The results of this study support research conducted by Sitompul (2020), Amry yanti and 
Sukaatmadja (2012) and Sutrisni (2010) which show the results that service quality has a positive 
and significant effect on customer loyalty. 
2. Servicescape's influence onCustomer loyalty Balimed Hospital Karangasem 

The results of hypothesis testing show that servicescape positive and significant effect on 
customer loyalty. This result means that the better servicescape, so customer loyalty be increasing. 
The results of this hypothesis test support the various concepts and empirical findings that have 
previously existed that explain servicescape have a positive and significant impact on customer 
loyalty. 

The level of consumer preference for physical evidence can be influenced by how 
consumers see and feel the surrounding environment (Ryu & Jang, 2008). Dimensions that 
influence consumers in assessing physical evidence are environmental and design dimensions. 
Environmental dimensions include such as noise, aroma, air quality, and cleanliness, these are not 
easily recognized because they are in the subconscious of consumers (Aubert-Gamet, 1997). Thus, 
the more adequate servicescape a company has, it will affect consumer preference for the company 
and will ultimately increase customer loyalty. The findings seen in this study are that when a patient 
comes for treatment, he feelscomfortable hospital room temperature and clear directions show the 
room in the hospital area so thatpatientbecome loyal to Balimed Hospital Karangasem. Besidesit's 
a good hospital area lighting make patientsloyal to Balimed Hospital Karangasem. 

The results of this study support research conducted by Ryalsyah et al., (2020), Sitompul 
(2020) which stated that servicescape had a positive and significant effect on customer loyalty.. 
3. Influence Service quality to Customer satisfaction Balimed Hospital Karangasem 

The results of hypothesis testing show that service quality positive and significant effect on 
customer satisfaction. This result means that the better service quality, so customer satisfaction be 
increasing. The results of this hypothesis test support the various concepts and empirical findings 
that have previously existed that explain service quality have a positive and significant impact on 
customer satisfaction. 
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Service Quality is a presentation of products and services that are in accordance with the 
company's standards and strived to deliver the same product or service as expected by a customer. 
The better the excellent service provided, the more influential it is on customer satisfaction. The 
findings seen in this study are when there arepatientwhich comeget a bed in a clean examination 
roomso thatpatientbe satisfied. BesidesThat medicine is neatly arranged and nurses provide services 
politely to make patientsbe satisfied. 

The results of this study support research conducted by Rivai Pa (2020), Sahanggamu et al., 
(2015), Lena (2018), and Sitompul (2020),show the result that service quality significant effect 
oncustomer satisfaction.The results of this study are also in line with research Anggarayana and 
Pramudana (2013), Soelasih (2015), Wantara (2015), Ismail and Yunan (2016), and Muqimuddin 
(2017)who found thatservice quality positive and significant effect oncustomer satisfaction. 
4. Servicescape's influence on Customer satisfaction Balimed Hospital Karangasem 

The results of hypothesis testing show that servicescape positive and significant effect on 
customer satisfaction. This result means that the better servicescape, so customer satisfaction be 
increasing. The results of this hypothesis test support the various concepts and empirical findings 
that have previously existed that explain servicescape have a positive and significant impact on 
customer satisfaction. 

The level of consumer preference for physical evidence can be influenced by how consumers 
see and feel the existing servicescape. When viewed in terms of dimensions in the servicescape, 
namely aesthetics, cleanliness, comfort, and layout, it also has its own influence in the formation of 
customer satisfaction. The findings seen in this study are that when a patient comes for treatment, 
he feelscomfortable hospital room temperature and clear directions show the room in the hospital 
area so thatpatientbe satisfied. Besidesit's a good hospital area lighting make patientsbe satisfied.  

The results of this study support research conducted by Research Grosso et al., (2017) proved 
that the store environment has a positive effect on customer satisfaction. 
5. Influence Customer satisfaction To Loyalty Customer Balimed Hospital Karangasem 

The results of hypothesis testing show thatcustomer satisfactionpositive and significant 
effect on customer loyalty. This result means that the better customer satisfaction, so customer 
loyalty be increasing. The results of this hypothesis test support the various concepts and empirical 
findings that have previously existed that explain customer satisfaction have a positive and 
significant impact on customer loyalty. 

Customer satisfaction is a satisfaction that is obtained by consumers and is truly satisfied 
even more than just feeling satisfied. So customer satisfaction can also be interpreted as a value 
added or added value received by consumers more than their expectations, for example high service 
quality. Thus, customer satisfaction will affect customer loyalty. The findings seen in this study are 
that the medical facilities and medicines owned by Balimed Hospital Karangasem are adequate. In 
addition, friendly doctor services at Balimed Hospital Karangasem. This is what makes customers 
loyal to BNI KCP Kapal.  

The results of this study support research conducted by Ryalsyah et al.,(2020), Sari (2018), 
Sitompul (2020), Cheng and Rashid (2013), Ardani and Suprapti (2012), and Thomas (2013). 
Wantara's research (2015) suggests that customer satisfaction has a positive impact on service 
loyalty. Anggarayana and Pramudana (2013) show the same results where customer satisfaction 
has a greater direct influence on customer loyalty. 

 
5. CONCLUSIONS  

 
Conclusion 

Based on the results of the analysis and discussion that has been carried out in this study, it 
can be concluded as follows: 
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1. Service quality positive and significant effect on customer loyalty. This result means that the 
better service quality, then customer loyalty increases. The results of this hypothesis test support 
the various concepts and empirical findings that have previously existed that explain service 
quality has a positive and significant impact on customer loyalty. 

2. Servicescape positive and significant effect on customer loyalty. This result means that the 
better servicescape, then customer loyalty increases. The results of this hypothesis test support 
the various concepts and empirical findings that have previously existed that explain 
servicescape has a positive and significant impact on customer loyalty. 

3. Service quality positive and significant effect on satisfaction customer. This result means that 
the betterservice quality, so satisfaction customers are increasing. The findings seen in this study 
are when a patient comes for treatment and gets a bed in a clean examination room so 
thatpatientbe satisfied. 

4. Servicescape positive and significant effect on satisfaction customer. This result means that the 
better Servicescape, so satisfaction customers are increasing. The findings seen in this study are 
that when a patient comes for treatment, they feel comfortable hospital room temperature and 
clear directions show the room in the hospital area so that patien tbe satisfied. 

5. Satisfaction customers have a positive and significant effect on loyalty customer. This result 
means that increasing satisfaction customer, then loyalty customers are increasing. The results 
of this hypothesis test support the various concepts and empirical findings that have previously 
existed that explain satisfaction customers have a positive and significant impact 
onloyaltycustomer. The findings seen in this study are that the medical facilities and medicines 
owned by Balimed Hospital Karangasem are adequate. This is what makes patient become loyal 
to Balimed Hospital Karangasem. 
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