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Abstract : This research aims to analyze and empirically prove the influence of three additional aspects of
marketing mix, those are process, people and physical evidence on the satisfaction and loyalty of patient at the
public hospital of dr. FauziahBireuen. The data obtained from questionnaires of 110 respondents who are
inpatients at the hospital of dr. FauziahBireuen. The data analyzed by using Structural Equation Model (SEM)
using AMOS 20 that serves to prove the research hypothesis. The results show that this research model has a
good suitability because all of the hypothesis can be proven. It concluded that the process, people and physical
evidence positively and significantly influence on the satisfaction and loyalty of patient. The satisfaction
positively and significantly influences on the loyalty of patient and the satisfaction mediates the process, people,
and physical evidence with loyalty of inpatient at the public Hospital of dr. FauziahBireuen.
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1. Introduction

The Public Hospital of dr. FauziahBireuen as
the health care providers inevitably have to face the
competitions with other competitors. They are
another hospitals, maternity clinics and health
centers in Bireuen. The competition itself also comes
from Hospital out of Bireuen such as from
Lhokseumawe, Banda Aceh and Medan in which
they are actually become the main source of referral
for inpatients.

Patients also considered less satisfy which
characterized by some complains on People. They
argued that the special care on patients is still lack
that could be seen by the visits of doctor that seems
to rush in handling patient and the nurses should be
called to respond the patients’ demand either in
terms of replacing intravenous devices or in
handling a problem with the needle and the patients
themselves.

Based on the description above, it is necessary
to conduct a research by the title " The Effect of
Marketing Mix Toward Satisfaction and Loyalty of
Patient in The Public Hospital of dr. FauziahBireuen
Aceh Province of Indonesia".

2. Literature Review

2.1 Definition of Satisfaction

Umar (2005:65) revealed that customer
satisfaction is the level of consumer feelings after
comparing between what is acceptable with what is
expected.  According  Tjiptono,  (2007:195),
satisfaction can be defined as an effort to fulfill
something or to make something adequate. Kotler
(2007:61) mentioned that satisfaction is a happy or
disappointed feeling comes from comparing between
the impression of performance (result) of a product
and the expectations.

2.2 Measuring Customer Satisfaction

Kotler (2007:72) suggests four methods widely
used in measuring the customer satisfaction, those
are: (1) System of Complaints and Suggestions, (2)
Ghost Shopping, (3) Lost Customer Analysis, (4)
Constumer Satisfaction Survey.

2.3 Definition of Loyalty

According to Hurriyanti (2008), Loyalty is a
manifestation of fundamental human need to have,
to support, to get a sense of security and build
engagement and create an emotional attachment.
According to Tjiptono (2007), the companies that
concern to the customer satisfaction will gain several
advantages, such as having a positive reputation in
the view of customers and society.

2.4 Measuring Loyalty

Zeithaml (2006) measured customer loyalty by
several indicators, such as: (1) Saying the positive
things to the others, (2) Recommending the company
to the other people who ask for advice, (3) Advising
the colleagues and relatives to do business with the
company, (4) Considering that the company is the
first choice in purchasing services, (5) Having more
business or purchasing by the company for the next
few years.

2.5 Definition of Service

According to Lovelock (2011:5), Service is an
action or performance offered by one party to the
others. Although the process may be related to the
physical product, the performance is essentially
intangible and does not produce the ownership of
production factors. Kotler (2007:486), service is any
action or activity that can be offered by one party to
the others, which is essentially intangible and does
not cause any ownership. Production may be linked
or not to a physical product.

2.6 Marketing Mix
Process

Hurriyati (2008: 64) claimed that the whole
work activity is a process which involves
procedures, tasks, schedules, mechanisms, activities
and routines with what products or services supplied
to the customer.

People

People is the entire human actors who take part
in the delivery of services and also influence the
buyer's perception of company personnel, customers
and other customers in service environment. People
stated by Kotler (2007) as "the process of selection,
training and motivating employees that will be used
as a difference of the company to meet the customer
satisfaction".

Physical Evidence

Physical environmentis a condition that
includestheatmosphere ofinpatient care and it is the
place for caringservices. Assael(2002).

3. Research Methods

3.1 Location and Object Research

This research conducted at the Public Hospital
of dr. FauziahBireuen, Aceh Province of Indonesia,
precisely in  the District of Kampong
BaroJeumpaBireuen. The object of the research was
all the patients that was hospitalized and on going to
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be hospitalized at the Public Hospital of dr. patient room
FauziahBireuen. 5. Adequatesanitar

y conditions.
3.2 Population and Sample of Research Satisfaction l.Expectatio
The population in this research was all patient (Int) n.
who have had inpatient services at the Public 2.Experience. Likert 1-5
Hospital of dr. FauziahBireuen. 3.Overall
satisfaction.
3.3 Sampling Techniques Loyality 1. i s
The sample taken by using non-probability (Y) futy
sampling, i.e. each respondent who has the criteria 2.If the patient
has not the same chance or opportunity to be need to
selected as the respondents (Malhotra, 2007). beinpatient, they
will go backto
3.4 Data Collection Techniques be treatedat the
Method of collecting data used in this research Public
is a questionnaire which is a set of written questions Hospitaldr.
to obtain information from the respondents FauziahBireuen
(Malhotra, 2007). because the
process is
3.5 Operational Definition of Variables betterthanotherh
ospitals.
Variable | OperationalDefinition | 1 n dicat o r | Meaueml 3. 3. Patients sure | Likert1:5
Process a | . Feeimeempoyesoniksd e that the ward at
(Xy) IS the Public
2.Processtimelines Hospital of dr.
sof service. FauziahBireuen
3.The process are the best in
ofclear Likert 1-5 Bireuen.
information 4. The recovered
about  service Patients would
deliverytime. recommend to
4. Accuracy the other to be
ofDiagnosis inpatient at the
People 1. Knowledge of public Hospital
(X2) doctorsandnurses. of dr.
2. Speedaction. FauziahBireuen.
3. Willingnessof Source:  Zeithaml (2006:64), Bowen et al
employeesin Likert 15 (2002:234), Lupiyoadi, (2008:71), Lovelock (2011).
helpingpatients. 3.6 Data Analysis Techniques
4. Specialattentiont Confirmatory factor analysis used on SEM to
0 patients. see the most dominant factor in the group
5.Easy in variable.Regression Weight on SEM used to
communication. examine how much the influence among the
Physical Eidenoe 1. Complete variables.
(Xa) equipment. Table 1. FeasibilityTestinglndexModel
2.The design and Goodness of Fit Index Cut-off Value
layoutthat x’ Chi-Square Statistik df, o = 5 %
supportinpatient Probability > 0o , 0 5
servicesquickly. Likert 15 C M I N/ D F < 2 , 0 0
3.Building G F 1 > o , 9 0
condition. R M S E A < o , 0 8
4.The comfortable A G F I > o , 9 0
and clean T L 1 > o , 9 0
supporting N F I > 0 , 9 0
facilities in
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4. Results and Discussion
4.1 Confirmatory Factor Analysis (CFA) and
Construct Validity

Fit Values

df = 87

Figure-1.Confirmatory Factor  Analysis
(CFA) and Construct Validity

Based on the images can be seen that the value
of Standardized estimate of all the indicators of
exogenous variables are at the significance level >
0.60. So, It means that all three indicators of
exogenous latent variables consisting of process,
people, and physical evidence are valid or
acceptable.

4.2 Confirmatory Factor Analysis (CFA) of
Endogenous Variables

Fit Values
Chi Square = 27.364
df = 13
GFl = .936
AGFI = .863
48 TLI = .939
CFIl = .8962

RMSEA = .101

p-value = .011

"JreuZ.C
(CF/

0
QD
Q

terAnalysis

"ed onthe—results of feasibility test of the
model in the picture shows that constructs of the

Chi Square = 105.6¢

NORMEDCHISQ =
p-value = .084

NORMEDCHISQ = 2.10

model in this study has met the eligibility criteria of
the test model that has been established.
4.3 Construct Reliability Test and Varian
Extracted

The following table presents the results of
testing that has been performed on all constructs and
calculated based on the formula above to obtain the
value of the construct reliability and variance
extracted respectively as follows:

Table 2. Contruct Reliability Test and Varian

Extracted
Variabel | Loading | (Load y* | el IE.r.' -:'.el]| {5‘]““_;‘ | CE | VE
joadr

[Proce:
X, 0727 0,529 053 | 0470 | 12,895 0,34 552
X 0.667 0445 05 | 0558
X, 0.746 0,556 056 | 0443
% 0754 5568 057 | o452
% 0,667 0,486 040 | 0514
T 3.59 3583 342

|People
%, 0,700 5,502 050 | 0498 | 12,773 0,84 551
X 715 0511 051 | 0489
% 0,657 0,472 047 | 0,528
%, T35 05+ 05+ | 046
% 0,728 0,520 053 | 0471
T 357 3,554 3 348

|Physical Evidence
% 0,700 5503 050 | o487 | 13517 [E] 050
X 0,701 0.491 049 | 0,500
X 0,708 0,503 050 | 0497
X 0722 0522 052 | 0478
% [ 5,486 530 | 0513
T 3.54 2,505 2,495

cepuasan
X 0,726 0,526 053 | 0474 | 4605 0,76 051
o 0,710 5,50+ 050 | 0.496
. 0,710 0,508 051 | 0,495
T 315 1535 T365

[Loratitas
o 0,608 0387 030 | 0513 | 8335 0,81 051
s 0,731 0,535 0.5+ | 0465
T 0742 5551 055 | 0,449
Ta 0,607 0,486 0 0,514
T 2.868 7,059 T.941

Based on the calculations of formula mentioned
above either to measure the Construct Reliability
(CR) and Variance Extracted (VE) clearly show that
there is no any construct that has a value under the
Cut of specified value. It concluded that all of the
constructs are reliable.

4.4 Analysis of Structural Equation Modeling
(Full Model)
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Fit Values

Chi Square = 216.108

df = 196

GFI = 854
AGFI = 812
TLI = 981

CFl = 984
RMSEA = .031

p-value = 155

Figure-3.Structural Equation Modeling
(Full Model)

The image above shows the general results of
path analysis conducted on the model of this
research indicates that the regression value of
construct and the goodness of fit test is almost good.

Test of Hypothesis
Hypothesis 1

Based on the data analysis shows that the value
of CR (Critical Ratio) for the effect of Process on
Patient satisfaction is 7,293 with P value
(probability) of 0,000. Both of these score indicate
the qualified results, that is above 2,00 for CR
(Critical Ratio) and below 0,05 for the value of P
(Probability).

Hypothesis 2

Based on the data analysis shows that the value
of CR (Critical Ratio) for the influent of People and
Patient satisfaction is 7,637 with P value
(probability) 0,000. Both of these scores indicate the
qualified results, that is far above the score of 2,00
for CR (Critical Ratio) and below 0,05 for the value
of P (Probability).

Hypothesis 3

Based on the data analysis claims that the value
of CR (Critical Ratio) for the influent of Physical
evidence on satisfaction is 7,652 with P (probability)
of 0,000. Both of these scores indicate the qualified
results, that is above 2,00 for CR (Critical Ratio) and
below 0,05 for the value of P (Probability).

49 NORMEDCHISQ = 1

Hypothesis 4

Based on the data analysis states that the value
of CR (Critical Ratio) for influence of Process on
Loyalty is 4,218 with P value (probability) of 0,000.
Both of these values indicate the qualified results,
that is above 2,00 for CR (Critical Ratio) and below
0,05 for the value of P (Probability).

Hypothesis 5

Based on the data analysis known that the value
of CR (Critical Ratio) for the influence of people on
loyalty is 4,265 with P value (probability) of 0,000.
Both of these values indicate the qualified results,
that is above 2,00 for CR (Critical Ratio) and below
0,05 for the value of P (Probability).

Hypothesis 6

Based on the data analysis states that CR score
(Critical Ratio) for the influence of physical
evidence on loyalty is 5,008 with P score
(probability) of 0,000. Both of these values indicate
the qualified results, that is above 2,00 for CR
(Critical Ratio) and below 0,05 for the value of P
(Probability).

Hypothesis 7

Based on the data analysis performs that CR
value (Critical Ratio) for the influence of satisfaction
on loyalty is 5,370 with P value (probability) of
0,000. Both of these values indicate the results of the
qualified, that is above 2,00 for CR (Critical Ratio)
and below 0,05 for the value of P (Probability).

Hypothesis 8

Based on the processing by using the Sobel test
calculator online can be concluded that the eighth
hypothesis can be accepted despite the partial
mediation relationship or in other words the variable
of patient satisfaction partially mediates (not full /
complete) between Process, People and Physical
evidence with patient loyalty at General Hospital of
dr. Fauziah Bireuen.

5. Conclusion
From the research could be concluded that the

Process positively and significantly influence the

inpatient satisfaction in inpatient room at the Public

Hospital of dr. Fauziah Bireuen.

1. From the research could be concluded that
People positively and significantly influences
the patient satisfaction in inpatient room at the
Public Hospital of dr. Fauziah Bireuen.

2. From the research could be concluded that the
Physical evidence significantly and positively
influences the patient satisfaction in inpatient
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room at the Public Hospital of dr. Fauziah
Bireuen.

3. The results showed that the hypothesis of
Process positively and significantly influences
the patient loyalty in inpatient room at at the
Public Hospital of dr. Fauziah Bireuen.

4. The results showed that the hypothesis of
People positively and significantly influences
the patient loyalty in inpatients room of at the
Public Hospital of dr. Fauziah Bireuen.

5.  The results showed that the hypothesis of
Physical evidence positively and significantly
influences the patients loyalty in inpatient room
at the Public Hospital of dr. Fauziah Bireuen.

6. The results showed that the hypotthesis of
patient satisfaction significantly and positively
influences the patient loyalty.

7. The results showed that the hypothesis of
Customer satisfaction mediates the Process,
People and Physical evidence with Loyalty by
0,000 and could be demonstrated empirically
although the results of mediation obtained
partially.
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