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Abstract

Tke study aimed to examine the effect of brand image of dr Soebandi
executive polyclinic, service quality and satisfaction to patient
loyalty. There were six hypotheses were tested with path analysis
wsing partial least squares instrument. Data were collected using a
guestionnaire. The results showed that first, second, third, and five
Eypotheses were received. Brand image influenced service quality
and patient satisfaction. Analysis of direct and indirect effects
indicated that the quality of service amd patient satisfaction were
imtervening variables in the relationship with the brand image of an
executive polyclinic to patient loyalty. Another hypothesis were
rejected.

Service quality and satisfaction were an important mediator in the
ada:wnsth between brand image and loyalty. These findings
= that the quality and satisfaction were intervening variables
2o patient loyalty. Brand image played an important role in changing
service quality and patient satisfaction. It would lead to better

patient loyalty are higher as well.
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UAN

Rumah sakit menghadapi persaiangan yang kompetitif karena kebijakan pasar
= & industri layanan medis (Kim er al, 2008b). Pertumbuhan jumlah
dan peningkatan kepedulian pada kesehatan mendorong permintaan
masyarakat. Olch karena itu, bidang pelayanan kesehatan kini mengubah diri
erientasi pelanggan. Rumah sakit berusaha membangun strategi pemasaran
ﬁkkan citra di masyarakat untuk meningkatkan kepuasan, loyalitas pasien
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