
124 
 

Universitas Muhammadiyah Surabaya  

 

 

 

 

 

 

 

DAFTAR PUSTAKA  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



125 
 

Universitas Muhammadiyah Surabaya  

DAFTAR PUSTAKA  

Aaker, D. A. (1991). Managing brand equity: Capitalizing on the value of a 

brand name. The Free Press. 

Aaker, D. A. (2021). Aaker on branding: 20 principles that drive success. 

Pearson. 

Aiken, L. H., Sloane, D. M., Ball, J., Bruyneel, L., Rafferty, A. M., & Griffiths, P. 

(2023). Patient satisfaction, quality of hospital care, and hospital 

performance: A cross-sectional analysis. BMJ Open, 13(4), e070145. 

Aladwan, M. A., Salleh, H. S., Anuar, M. M., Alhwadi, H., & Almomani, I. 

(2021). The relationship among service quality, patient satisfaction and 

patient loyalty: Case study in Jordan Mafraq hospital. Linguistics and 

Culture Review, 5(S3), 27–40.  

Aliman, N. K., & Mohamad, W. N. (2016). Linking service quality, patients’ 

satisfaction and behavioral intentions in Malaysian private hospitals. 

International Journal of Business and Society, 17(1), 111–126. 

Alshurideh, M. T., Al Kurdi, B., Akour, I., & Salloum, S. A. (2023). The impact 

of service quality and patient satisfaction on loyalty in healthcare services. 

International Journal of Data and Network Science, 7(2), 721–730. 

Arif Jameel, A., et al. (2025). Assessing patient satisfaction with practitioner 

communication and hospital environment: Evidence from Saudi Arabia. 

Frontiers in Medicine. https://doi.org/10.3389/fmed.2025.1544498 

Asriani, I., Usman, & Majid, M. (2019). Pengaruh ekuitas merek terhadap 

keputusan pemanfaatan pelayanan rawat jalan Rumah Sakit Ibu dan Anak 

Ananda Trifa Kota Parepare. Jurnal Ilmiah Manusia dan Kesehatan, 2(3), 

354–366. 

Aulia, D., & Briliana, V. (2017). Brand equity dimension and consumer behaviour 

in social media. South East Asia Journal of Contemporary Business, 

Economics and Law, 15–24. 

Barber, J. (2010). Optimizing bed occupancy rate for hospital efficiency. Journal 

of Healthcare Management, 45(2), 157–164. 

Braimah, L., Anim, P. A., & Sackey, S. (2023). Impact of waiting time and 

physical environment on patient satisfaction in healthcare settings. 

International Journal of Health Care Quality Assurance, 36(4), 892–905. 

https://doi.org/10.1108/IJHCQA-07-2022-0193 

https://doi.org/10.3389/fmed.2025.1544498
https://doi.org/10.1108/IJHCQA-07-2022-0193


126 
 

Universitas Muhammadiyah Surabaya  

Chandon, P., Morwitz, V. G., & Reinartz, W. J. (2021). Does brand matter more 

for consumers? Journal of Marketing Research, 58(3), 373–390. 

https://doi.org/10.1177/0022243721993145 

Choi, K. S., & Kim, H. J. (2022). The effect of perceived service quality on 

patient satisfaction and loyalty in healthcare services. International 

Journal of Environmental Research and Public Health, 19(9), 1–12. 

Donabedian, A. (1988). The quality of care: How can it be assessed? JAMA, 

260(12), 1743–1748. https://doi.org/10.1001/jama.1988.03410120089033 

Engel, J. F., Blackwell, R. D., & Miniard, P. W. (2021). Consumer behavior (13th 

ed.). Cengage Learning. 

Eslami, S. (2020). The effect of brand experience on brand equity and brand 

loyalty through the mediating role of brand awareness, brand image, and 

perceived quality. Archives of Pharmacy Practice, 11(Suppl. 1), 98–104. 

Evgeniy, Y., Lee, K., & Roh, T. (2019). The effect of eWOM on purchase 

intention for Korean-brand cars in Russia: The mediating role of brand 

image and perceived quality. Journal of Korea Trade, 23(5), 102–118. 

https://doi.org/10.35611/jkt.2019.23.5.102 

Fatima, T., Malik, S. A., & Shabbir, A. (2023). Hospital service quality, patient 

satisfaction and loyalty: A systematic review. Healthcare, 11(3), 1–14. 

Foroudi, P., Dinnie, K., Kitchen, P. J., Melewar, T. C., & Foroudi, M. M. (2021). 

Influence of hospital brand image and awareness on patient choice 

behavior. Journal of Business Research, 134, 673–684. 

Goodrich, A. (2023). Elements of patient satisfaction: An integrative review. 

Nursing Open, 10(5), 3270–3285. https://doi.org/10.1002/nop2.1437 

Górska-Warsewicz, H. (2022). Consumer or patient determinants of hospital 

brand equity: A systematic literature review. International Journal of 

Environmental Research and Public Health, 19(15), 9026.  

Griffin, J. (2005). Customer Loyalty: Menumbuhkan & Mempertahankan 

Kesetiaan Pelanggan. Jakarta: Erlangga.   

Hanifi, W. A., Gemina, D., & Silaningsih, E. (2025). The effect of brand equity on 

consumer loyalty through consumer satisfaction as an intervening variable 

in Taro food MSMEs in Bogor City. Eduvest – Journal of Universal 

Studies, 5(9), 11242–11260. 

Hartanto, D. (2019). Perkembangan rumah sakit di Indonesia dan pengaruhnya 

terhadap sistem kesehatan nasional. Penerbit Kesehatan. 

https://doi.org/10.1177/0022243721993145
https://doi.org/10.1001/jama.1988.03410120089033
https://doi.org/10.35611/jkt.2019.23.5.102
https://doi.org/10.1002/nop2.1437


127 
 

Universitas Muhammadiyah Surabaya  

Hasan, N., Putri, A., & Lestari, D. (2023). Healthcare service alignment and 

patient needs fulfillment in improving perceived value. Journal of Health 

Service Management, 18(2), 77–89. 

Hasibuan, R. S., Muryati, M., & Mas’ud, M. (2026). Effects of brand image and 

satisfaction on patient loyalty with family support moderation. 

International Journal of Multidisciplinary Sciences and Arts, 5(1), 89–

100. https://doi.org/10.47709/ijmdsa.v5i1.7799 

Hong, J., et al. (2023). Pengaruh brand awareness dan brand loyalty terhadap 

brand equity yang dimediasi customer experience: Studi pipa PVC merek 

Vinilon pada toko bahan bangunan area Tangerang. Jurnal Ilmiah 

Manajemen, 4(2). 

Hoyer, W. D., MacInnis, D. J., & Pieters, R. (2013). Consumer behavior (6th ed.). 

Cengage Learning. 

Huo, C., Hameed, J., Zhang, M., Bin Mohd Ali, A. F., & Nik Hashim, N. A. 

(2022). Modeling the impact of corporate social responsibility on 

sustainable purchase intentions: Insight into brand trust and brand loyalty. 

Economic Research-Ekonomska Istraživanja, 35(1), 3702–3722.  

Karmita, Arman, & Alwi, M. K. (2021). Pengaruh brand image terhadap 

keputusan pasien rawat inap untuk memanfaatkan pelayanan kesehatan di 

RS DR. Tadjuddin Chalid Makassar tahun 2021. Journal of Muslim 

Community Health (JMCH), 2(2), 40–50. 

Kementerian Kesehatan Republik Indonesia. (2017). Pedoman manajemen rumah 

sakit. Jakarta: Kementerian Kesehatan RI. 

Kim, C. E., Shin, J. S., Lee, J., Lee, Y. J., Kim, M. R., Choi, A., et al. (2017). 

Quality of medical service, patient satisfaction and loyalty with a focus on 

interpersonal-based medical service encounters and treatment 

effectiveness: A cross-sectional multicenter study of complementary and 

alternative medicine (CAM) hospitals. BMC Complementary and 

Alternative Medicine, 17(1), 174. https://doi.org/10.1186/s12906-017-

1681-6 

Kotler, P., Kartajaya, H., & Setiawan, I. (2017). Marketing 4.0: Moving from 

traditional to digital. Wiley. 

Kotler, P., Kartajaya, H., & Setiawan, I. (2021). Marketing 5.0: Technology for 

humanity. Wiley 

Kotler, P., & Keller, K. L. (2022). Marketing management (16th ed.). Pearson 

Education. 

https://doi.org/10.47709/ijmdsa.v5i1.7799
https://doi.org/10.1186/s12906-017-1681-6
https://doi.org/10.1186/s12906-017-1681-6


128 
 

Universitas Muhammadiyah Surabaya  

Lakin, K., & Kane, S. (2022). Peoples’ expectations of healthcare: A conceptual 

review and proposed analytical framework. Social Science & Medicine, 

292, 114636. https://doi.org/10.1016/j.socscimed.2021.114636 

Lee, J., Park, M., & Choi, S. (2024). Determinants of overall patient satisfaction 

and loyalty in modern healthcare systems. International Journal of 

Healthcare Quality, 42(1), 55–67. 

Lim, S., & Kim, H. (2021). Emotional responses and patient loyalty: The 

mediating role of brand experience in hospitals. Journal of Consumer 

Health Behavior, 15(3), 210–223. 

Lin, W., & Yin, W. (2022). Impacts of service quality, brand image, and 

perceived value on outpatients’ loyalty with service satisfaction as a 

mediator. PLOS ONE, 17(6), e0269233.  

Liu, Y., Bi, J. W., & Fan, Z. P. (2017). Ranking products through online reviews: 

A method based on sentiment analysis technique and intuitionistic fuzzy  

Malik, R., & Khan, A. (2023). Expectation confirmation and patient satisfaction: 

A structural analysis. Health Services Research Review, 12(1), 33–47. 

Moehyi, H., & Huda, F. (2015). Evaluasi standar pelayanan rumah sakit. Pustaka 

Cendekia. 

Nababan, A., et al. (2024). Analisis brand equity RSIA Widaningsih menurut 

persepsi pelanggan rawat jalan dan inap. Jurnal Ilmiah Wahana 

Pendidikan, 10(12), 628–641. 

Ng, S., Luk, C., Dunsch, F., & Evans, D. (2023). Antecedents of patient loyalty: 

The mediating role of satisfaction in public hospitals. BMC Health 

Services Research, 23, 1182. https://doi.org/10.1186/s12913-023-09954-9 

Nguyen, V. T., Tran, T. H., & Ngo, T. X. (2022). Impact of brand equity on 

consumer purchase decision: A case study of mobile retailer in Hochiminh 

City, Vietnam. Journal of Eastern European and Central Asian Research, 

9(2), 229–239. https://doi.org/10.15549/jeecar.v9i2.930 

Nurdin, T. (2024). Pengaruh ekuitas merek terhadap loyalitas penggunaan pasien 

monitor Philips di Jakarta (Tesis). Universitas Bakrie. 

OECD. (2024). Health at a glance 2024: OECD indicators. OECD Publishing. 

Oliver, R. L. (1980). A cognitive model of the antecedents and consequences of 

satisfaction decisions. Journal of Marketing Research, 17(4), 460–469. 

Oliver, R. L. (1997). Satisfaction: A behavioral perspective on the consumer. 

McGraw-Hill. 

https://doi.org/10.1186/s12913-023-09954-9
https://doi.org/10.15549/jeecar.v9i2.930


129 
 

Universitas Muhammadiyah Surabaya  

Oliver, R. L. (1999). Whence consumer loyalty? Journal of Marketing, 63, 33–44. 

Pandiangan, K., Masiyono, & Atmogo, Y. D. (2021). Faktor-faktor yang 

mempengaruhi brand equity: Brand trust, brand image, perceived quality, 

& brand loyalty. Jurnal Ilmu Manajemen Terapan, 471–484. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A 

multiple-item scale for measuring consumer perceptions of service quality. 

Journal of Retailing, 64(1), 12–40. 

Permadi, G. (2016). Pengukuran tingkat kesadaran merek (brand awareness) pada 

motor Honda (studi kasus pada mahasiswa Fakultas Ilmu Sosial dan Ilmu 

Politik Universitas Riau). JOM FISIP, 3(2). 

Peruzzo, E., Seghieri, C., Vainieri, M., & De Rosis, S. (2025). Improving the 

healthcare user experience: An optimization model grounded in patient-

centredness. BMC Health Services Research, 25(1), 132. 

https://doi.org/10.1186/s12913-024-11960-7  

Porter, M. E. (2008). The five competitive forces that shape strategy. Harvard 

Business Review, 86(1), 78–93. 

Prakoeswa, C. R. S., Hidayah, N., & Dewi, A. (2022). A systematic review on 

hospital’s patient satisfaction and loyalty in Indonesia. Open Access 

Macedonian Journal of Medical Sciences, 10(F), 655–664. 

https://doi.org/10.3889/oamjms.2022.9675 

Qian, Y., Wang, X., Huang, X., et al. (2024). Bounded rationality in healthcare: 

Unraveling the psychological factors behind patient satisfaction in China. 

Frontiers in Psychology. https://doi.org/10.3389/fpsyg.2024.1296032 

Rachmawati, D., & Hidayah, N. (2021). Expectation–confirmation in healthcare: 

Implications for patient-perceived value. Indonesian Journal of Health 

Management, 9(4), 301–312. 

Rao, X., Luo, L., Xiang, J., et al. (2025). The impact of perceived value, customer 

expectations, and patient experience on the satisfaction of contracted 

patients in hospitals. BMC Health Services Research, 25(1), 7. 

https://doi.org/10.1186/s12913-024-12118-1 

Rosyida, H. L., Suprapto, S. I., Agusta Dian, & Indasah. (2025). Building patient 

loyalty: The role of brand image and service quality in outpatient 

healthcare revisit behavior—A systematic review. Journal of Applied 

Nursing and Health, 7(1), 23–34. https://doi.org/10.55018/janh.v7i1.272 

RSI Siti Aisyah Madiun. (2025). Sistem Informasi Rumah Sakit Kementerian 

Kesehatan RI. https://sirs.kemkes.go.id 

https://doi.org/10.1186/s12913-024-11960-7
https://doi.org/10.3889/oamjms.2022.9675
https://doi.org/10.55018/janh.v7i1.272
https://sirs.kemkes.go.id/


130 
 

Universitas Muhammadiyah Surabaya  

Rukmini, R., & Huda, T. (2014). Manajemen rumah sakit di Indonesia. Penerbit 

FKM. 

Sari, M. N. (2023). Analisis strategi marketing pada bisnis rumah sakit untuk 

meningkatkan kepuasan pelanggan. Jurnal Bisnis dan Enterpreneurship, 

1(1), 17–23. 

Sari, S., Syamsuddin, S., & Syahrul, S. (2021). Analisis brand awareness dan 

pengaruhnya terhadap buying decision mobil Toyota Calya di Makassar. 

Journal of Business Administration (JBA), 1(1), 37–48. 

Sari, P., & Wibowo, S. (2022). Fulfillment of patient needs and its impact on 

hospital brand equity. Journal of Hospital Administration, 11(2), 112–121. 

Schein, E. H. (2010). Organizational culture and leadership (4th ed.). Jossey-

Bass. 

Schiffman, L. G., & Kanuk, L. L. (2020). Consumer behavior (12th ed.). Pearson 

Education. 

Sekaran, U., & Bougie, R. (2013). Research methods for business. John Wiley & 

Sons. 

Shabbir, M. Q., Khan, A. A., & Khan, S. R. (2017). Brand loyalty, brand image 

and brand equity: The mediating role of brand awareness. International 

Journal of Innovation and Applied Studies, 19(2), 335–345. 

Solomon, M. R. (2017). Consumer behavior: Buying, having, and being (12th 

ed.). Pearson. 

Sukmawati, T., Taryati, Ramadania, & Pratama, W. (2024). Enhancing patient 

satisfaction by healthcare service providers: A systematic literature 

review. Asian Journal of Economics, Business and Accounting, 24(12), 

342–356. https://doi.org/10.9734/ajeba/2024/v24i121613 

Suryana, T. (2018). Rumah sakit tipe B: Penataan dan pengelolaan. Penerbit 

Kesehatan. 

Susanty, A., & Kenny, E. (2021). The relationship between brand equity, 

customer satisfaction, and brand loyalty on coffee shop: Study of Excelso 

and Starbucks. ASEAN Marketing Journal, 7(1), Article 2. 

https://doi.org/10.21002/amj.v7i1.4481 

Syah, T. Y. R., Ariyanti, O. D., Suyitno, E., Rojuaniah, R., & Astuti, P. (2024). A 

review of the factors that form the brand equity of public hospitals: A 

quantitative study in Tangerang City. Management Studies and 

Entrepreneurship Journal, 5(2), 9639–9648.  

https://doi.org/10.9734/ajeba/2024/v24i121613
https://doi.org/10.21002/amj.v7i1.4481


131 
 

Universitas Muhammadiyah Surabaya  

Syukri, M. (2018). Analisis pengaruh ekuitas merek terhadap loyalitas pelanggan 

di rumah sakit. Prosiding Seminar Nasional Unusa, 618–625. 

Taba, P., & Prasetyo, W. (2022). Overall satisfaction as a mediator between brand 

equity and loyalty: Evidence from private hospitals. Journal of Marketing 

in Healthcare, 7(1), 44–58. 

Tjiptono, F. (2012). Service management: Realizing excellent service. Andi 

Offset. 

Topuz, İ., Nal, M., Durmuş, V., & Bektaş, G. (2025). Trust in the healthcare 

system as a predictor of patient satisfaction: A cross-sectional survey in 

Türkiye's primary care setting. BMC Public Health, 25, 3887. 

https://doi.org/10.1186/s12889-025-25117-6 

Triastuti, V. I., & Basabih, M. (2023). Hubungan kualitas layanan, kepercayaan, 

dan loyalitas dalam membangun brand equity rumah sakit berbasis pasien. 

Jurnal Medika Hutama, 5(01 Oktober), 3711–3728 

Viena, C. W., et al. (2024). Hubungan antara brand equity dengan tingkat 

kepuasan pasien Rumah Sakit Wiyung Sejahtera Surabaya. Jurnal Ilmiah 

Kesehatan Masyarakat, 16(1), 40–45. 

Vimla, & Taneja, U. (2020). Navigating from brand image to patient loyalty: 

Mediating effect of service quality and patient satisfaction. Vision: The 

Journal of Business Perspective, 22(3).  

Wahyudi, R., Santoso, A., & Widodo, B. (2024). The effect of positive affect on 

patient loyalty: A brand-driven perspective in healthcare services. Journal 

of Service Psychology, 19(1), 90–104. 

Wardhani, D. P. A., & Fasya, A. H. Z. (2020). Literature review: Analisis 

pengaruh ekuitas merek terhadap loyalitas pelanggan di Rumah Sakit 

Ummah. Jurnal Manajemen Kesehatan, 6(2), 112–120. 

WHO. (2008). The world health report 2008: Primary health care – Now more 

than ever. World Health Organization. 

Wicaksana, Suharyono, & Hidayat. (2018). Pengaruh ekuitas merek terhadap 

kepuasan dan loyalitas. Jurnal Administrasi Bisnis (JAB), 74, 1–12. 

Yoder-Wise, P. S. (2011). Leading and managing in nursing (5th ed.). Mosby 

Elsevier. 

Yuliani, I., & Catur, R. (2021). Pengaruh brand equity terhadap loyalitas pasien 

dengan kepuasan sebagai variabel mediasi. Jurnal Manajemen Kesehatan 

Indonesia, 9(2), 145–154. 



132 
 

Universitas Muhammadiyah Surabaya  

Yusra, I., Amelia, R., & Sari, D. (2023). Examining the mediating role of patient 

satisfaction in the relationship between service quality and loyalty in faith-

based private hospitals. International Journal of Health Services, 53(4), 

469–483. https://doi.org/10.1177/00207314231112345 

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The behavioral 

consequences of service quality. Journal of Marketing, 60(2), 31–46. 

https://doi.org/10.1177/002224299606000203 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://doi.org/10.1177/00207314231112345
https://doi.org/10.1177/002224299606000203

