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Abstract:	This	study	examines	the	in/luence	of	the	Public	Satisfaction	Index	(Indeks	Kepuasan	Masyarakat/IKM)	
on	hospital	revenue	by	considering	Google	Maps	Rating	and	Bed	Occupancy	Rate	(BOR)	as	intervening	variables	
at	RSUP	Persahabatan,	East	Jakarta.	The	study	addresses	the	need	to	understand	how	public	service	satisfaction,	
digital	 reputation,	 and	 inpatient	 utilization	 interact	 in	 determining	 hospital	 /inancial	 performance.	 This	 study	
employs	a	quantitative	approach	using	secondary	data	obtained	from	of/icial	hospital	reports,	Public	Satisfaction	
Index	measurements,	Google	Maps	ratings,	Bed	Occupancy	Rate	reports,	and	hospital	/inancial	statements.	Path	
analysis	was	applied	to	examine	the	direct	and	indirect	relationships	among	IKM,	Google	Maps	Rating,	BOR,	and	
hospital	revenue.	The	/indings	indicate	that	IKM	has	a	signi/icant	relationship	with	Google	Maps	Rating	but	does	
not	signi/icantly	affect	BOR	or	hospital	revenue.	Google	Maps	Rating	also	does	not	have	a	signi/icant	direct	effect	
on	hospital	 revenue.	 In	 contrast,	BOR	has	 a	positive	 and	 signi/icant	 effect	 on	hospital	 revenue,	 indicating	 that	
inpatient	 capacity	 utilization	 represents	 an	 important	 operational	 mechanism	 associated	 with	 /inancial	
performance.	 Furthermore,	 the	 indirect	 effect	 through	 Google	Maps	 Rating	 is	 not	 statistically	 signi/icant.	 The	
results	demonstrate	that	public	satisfaction	and	digital	reputation	alone	are	insuf/icient	to	explain	variations	in	
hospital	 revenue.	Hospital	 /inancial	 performance	 requires	 an	 integrated	management	 approach	 that	 combines	
service	quality	improvement,	digital	reputation	management,	and	optimization	of	inpatient	capacity	utilization.	
The	study	contributes	empirical	evidence	on	the	interconnected	roles	of	public	satisfaction,	online	reputation,	and	
operational	performance	in	public	hospital	revenue	management.	
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1. Introduction	

The	 healthcare	 industry	 has	 experienced	 substantial	 changes	 as	 hospitals	 are	 increasingly	
required	to	balance	service	quality,	patient	satisfaction,	operational	efficiency,	digital	reputation,	and	
financial	 sustainability.	 Hospitals	 are	 no	 longer	 evaluated	 solely	 on	 their	 ability	 to	 provide	medical	
treatment,	but	also	on	how	effectively	they	respond	to	patients’	expectations	and	create	positive	service	
experiences.	 This	 development	 is	 particularly	 important	 in	 an	 increasingly	 competitive	 healthcare	
environment,	where	patients	have	greater	access	to	information	and	can	compare	healthcare	providers	
through	both	formal	and	digital	channels.	Consequently,	patient	satisfaction	has	become	an	important	
managerial	consideration	because	it	reflects	patients’	perceptions	of	service	quality	and	may	influence	
subsequent	 behavioral	 responses,	 including	 recommendations,	 service	 utilization,	 and	 online	
evaluations.	

The	transformation	of	healthcare	services	through	digital	 technology	has	further	changed	how	
patients	evaluate	healthcare	providers.	Digital	platforms	such	as	Google	Maps	provide	patients	with	
opportunities	to	share	their	experiences	through	ratings	and	reviews,	creating	an	online	representation	
of	 hospital	 reputation.	 Online	 ratings	 can	 function	 as	 a	 form	 of	 electronic	word-of-mouth	 (e-WOM)	
because	potential	patients	can	observe	the	experiences	of	previous	users	before	deciding	whether	to	
access	a	healthcare	provider.	In	this	context,	hospital	reputation	is	no	longer	determined	exclusively	by	
institutional	 communication	 or	 formal	 satisfaction	 surveys.	 Instead,	 it	 is	 increasingly	 shaped	 by	
interactions	between	patients	and	digital	platforms.	Recent	research	on	digital	healthcare	experiences	
emphasizes	that	technology	has	changed	the	way	patients	obtain	information,	interact	with	healthcare	
organizations,	 and	 evaluate	 the	 services	 they	 receive.	 Therefore,	 integrating	 formal	 measures	 of	
satisfaction	with	digital	 reputation	 indicators	may	provide	 a	more	 comprehensive	understanding	of	
hospital	performance.	
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This	issue	is	particularly	relevant	to	public	hospitals	because	they	face	the	dual	responsibility	of	
delivering	 high-quality	 public	 services	 while	 maintaining	 organizational	 sustainability.	 The	 Public	
Satisfaction	 Index	 (Indeks	 Kepuasan	 Masyarakat/IKM)	 represents	 an	 important	 instrument	 for	
evaluating	citizens’	perceptions	of	public	services	in	Indonesia.	IKM	provides	a	formal	assessment	of	
service	 quality	 based	 on	 users’	 experiences	with	 aspects	 such	 as	 service	 requirements,	 procedures,	
completion	time,	facilities,	staff	competence,	staff	behavior,	costs	or	tariffs,	and	complaint	handling.	As	
a	public	hospital,	RSUP	Persahabatan	has	an	important	strategic	position	within	Indonesia’s	healthcare	
referral	 system.	 The	 hospital	 has	 developed	 from	 a	 hospital	 established	 through	 Indonesian–Soviet	
cooperation	into	a	national	referral	institution	with	particular	expertise	in	respiratory	and	pulmonary	
services.	Its	strategic	position	makes	service	quality	and	public	satisfaction	important	not	only	from	a	
healthcare	 perspective	 but	 also	 from	 an	 organizational	 and	 financial	management	 perspective.	 The	
manuscript	identifies	RSUP	Persahabatan	as	a	major	government	hospital	and	reports	service	revenue	
of	approximately	Rp569.64	billion	in	2024,	following	Rp573.08	billion	in	2022	and	Rp482.03	billion	in	
2023.	

The	 fluctuation	 in	 hospital	 revenue	 indicates	 that	 financial	 performance	 cannot	 be	 explained	
solely	by	the	existence	of	healthcare	demand.	Hospital	revenue	may	be	influenced	by	service	utilization,	
patient	volume,	operational	capacity,	service	mix,	reimbursement	mechanisms,	and	patients’	decisions	
to	select	particular	healthcare	providers.	The	decline	 in	revenue	experienced	by	RS	Persahabatan	 in	
2023,	 for	 example,	 was	 associated	 in	 the	 manuscript	 with	 the	 post-COVID-19	 transition	 and	 the	
reduction	 in	 COVID-19-related	 treatment	 revenue.	 This	 situation	 illustrates	 the	 importance	 of	
identifying	managerial	factors	that	can	contribute	to	sustainable	hospital	revenue	beyond	temporary	
external	 circumstances.	 One	 potentially	 important	 factor	 is	 patient	 satisfaction.	 From	 a	 service	
management	 perspective,	 satisfied	 patients	 are	 more	 likely	 to	 develop	 favorable	 perceptions	 of	 an	
organization	and	communicate	their	experiences	to	others.	Positive	service	experiences	may	therefore	
contribute	 to	both	behavioral	and	reputational	outcomes.	Previous	research	cited	 in	 the	manuscript	
indicates	 that	 customer	 satisfaction	can	contribute	 significantly	 to	business	 revenue,	 although	other	
studies	have	reported	that	satisfaction	does	not	always	produce	a	direct	effect	on	subsequent	behavioral	
or	 financial	 outcomes.	 This	 inconsistency	 suggests	 that	 satisfaction	 may	 influence	 organizational	
financial	 performance	 through	 intermediary	 mechanisms	 rather	 than	 exclusively	 through	 a	 direct	
relationship.	

One	such	mechanism	may	be	digital	reputation,	represented	in	this	study	by	Google	Maps	Rating	
(RGM).	Google	Maps	Rating	provides	a	numerical	summary	of	users’	evaluations	and	can	be	interpreted	
as	an	observable	signal	of	service	experience.	A	positive	rating	may	strengthen	public	confidence	and	
reduce	uncertainty	when	individuals	evaluate	alternative	healthcare	providers.	Previous	studies	cited	
in	the	manuscript	indicate	that	patient	satisfaction	and	service	experiences	are	associated	with	online	
ratings,	 while	 high	 digital	 ratings	 may	 contribute	 to	 visibility,	 attractiveness,	 trust,	 and	 consumer	
decisions.	 However,	 the	 existing	 literature	 has	 generally	 examined	 online	 ratings	 as	 indicators	 of	
customer	 satisfaction	 or	 as	 digital	marketing	 instruments	 rather	 than	 integrating	 them	with	 formal	
public	satisfaction	measures	and	hospital	financial	outcomes.	

A	second	potential	mechanism	is	hospital	occupancy,	particularly	the	Bed	Occupancy	Rate	(BOR).	
BOR	represents	the	extent	to	which	available	inpatient	capacity	is	utilized	during	a	particular	period.	
From	 a	 hospital	 management	 perspective,	 occupancy	 is	 strategically	 important	 because	 inpatient	
services	constitute	one	of	the	principal	mechanisms	through	which	hospital	capacity	is	converted	into	
service	volume	and	revenue.	An	increase	in	occupancy	can	increase	the	number	of	patient-care	days	
and,	 depending	 on	 the	 hospital’s	 service	 structure	 and	 reimbursement	 system,	 potentially	 increase	
inpatient	 revenue.	 The	 manuscript	 identifies	 previous	 research	 showing	 that	 changes	 in	 hospital	
management	strategies	can	increase	BOR	and	inpatient	revenue,	while	other	studies	have	examined	the	
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relationship	 between	 service	 quality,	 patient	 satisfaction,	 and	 occupancy.	 Thus,	 occupancy	 can	 be	
conceptualized	as	an	operational	mechanism	linking	patients’	perceptions	of	healthcare	services	with	
hospital	financial	performance.	

Nevertheless,	the	relationship	between	satisfaction,	digital	reputation,	occupancy,	and	revenue	is	
not	 necessarily	 straightforward.	 The	 empirical	 evidence	 presented	 in	 the	manuscript	 demonstrates	
several	important	inconsistencies.	IKM	was	found	to	have	a	significant	relationship	with	Google	Maps	
Rating,	 whereas	 its	 relationship	 with	 occupancy	 was	 not	 significant.	 Similarly,	 IKM	 did	 not	 have	 a	
significant	direct	effect	on	hospital	revenue.	Google	Maps	Rating	also	did	not	significantly	affect	revenue	
at	 the	 five-percent	 significance	 level,	 whereas	 occupancy	 demonstrated	 a	 significant	 positive	
relationship	 with	 revenue.	 These	 findings	 suggest	 that	 formal	 satisfaction	 measures	 may	 not	
automatically	 translate	 into	 greater	 service	 utilization	 or	 financial	 performance.	 Instead,	 the	
organizational	 mechanisms	 through	 which	 satisfaction	 creates	 economic	 value	 require	 further	
investigation.	This	inconsistency	represents	an	important	research	gap.	Existing	studies	have	tended	to	
examine	 patient	 satisfaction	 and	 online	 ratings,	 service	 quality	 and	 occupancy,	 or	 occupancy	 and	
hospital	revenue	separately.	For	example,	research	on	Google	Maps-based	satisfaction	has	examined	
online	 ratings	 as	 a	 representation	 of	 patients’	 experiences,	 whereas	 studies	 of	 BOR	 have	 focused	
primarily	 on	 operational	 utilization	 and	 its	 relationship	with	 service	 quality	 or	 patient	 satisfaction.	
Other	studies	have	examined	satisfaction	and	business	revenue	without	incorporating	digital	reputation	
and	hospital	occupancy	 into	 the	same	analytical	 framework.	The	research	mapping	contained	 in	 the	
manuscript	confirms	that	previous	studies	generally	did	not	simultaneously	examine	IKM,	Google	Maps	
Rating,	BOR,	and	hospital	revenue	within	a	single	model.	

The	research	gap	is	therefore	not	simply	the	absence	of	a	particular	variable	but	the	absence	of	an	
integrated	 performance	 mechanism	 connecting	 public	 satisfaction,	 digital	 reputation,	 service	
utilization,	and	financial	outcomes.	This	study	addresses	that	gap	by	positioning	Google	Maps	Rating	
and	 occupancy	 as	 intervening	 variables	 between	 IKM	 and	 hospital	 revenue.	 Such	 an	 approach	
recognizes	 that	 hospital	 performance	 is	 multidimensional.	 Public	 satisfaction	 represents	 the	 users’	
evaluation	 of	 service	 quality;	 Google	 Maps	 Rating	 represents	 digital	 reputation	 and	 public	 online	
evaluation;	occupancy	represents	utilization	of	hospital	capacity;	and	revenue	represents	the	financial	
outcome	of	service	activities.	The	integration	of	these	dimensions	enables	the	study	to	examine	whether	
satisfaction	creates	financial	value	directly	or	whether	its	potential	effect	operates	through	reputational	
and	operational	mechanisms.	The	setting	of	RSUP	Persahabatan,	East	Jakarta,	provides	an	appropriate	
empirical	context	for	examining	these	relationships.	As	a	government	hospital	with	a	national	referral	
role	and	complex	healthcare	services,	RSUP	Persahabatan	operates	within	an	environment	 in	which	
service	quality,	patient	experience,	digital	reputation,	capacity	utilization,	and	financial	sustainability	
are	 simultaneously	 important.	 The	 hospital’s	 revenue	 fluctuations	 during	 2022–2024	 further	
demonstrate	the	importance	of	understanding	the	factors	associated	with	financial	performance	rather	
than	relying	on	revenue	figures	alone.	

Accordingly,	the	novelty	of	this	study	lies	in	integrating	the	Public	Satisfaction	Index,	Google	Maps	
Rating,	and	hospital	occupancy	into	a	single	empirical	model	to	explain	hospital	revenue.	In	contrast	to	
previous	studies	that	have	primarily	investigated	these	constructs	separately,	this	study	examines	both	
direct	 and	 indirect	 relationships	 and	 specifically	 evaluates	 whether	 digital	 reputation	 and	 service	
utilization	function	as	intervening	mechanisms.	The	model	therefore	provides	a	broader	perspective	on	
hospital	performance	by	connecting	public-service	quality,	digital	 reputation,	operational	utilization,	
and	financial	sustainability.	Based	on	this	research	gap,	the	present	study	aims	to	examine	the	influence	
of	 the	 Public	 Satisfaction	 Index	 on	 hospital	 revenue,	 with	 Google	 Maps	 Rating	 and	 occupancy	 as	
intervening	 variables	 at	 RSUP	 Persahabatan,	 East	 Jakarta.	 The	 study	 specifically	 examines	 seven	
relationships:	the	effect	of	IKM	on	Google	Maps	Rating,	the	effect	of	IKM	on	occupancy,	the	direct	effect	
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of	IKM	on	revenue,	the	effect	of	Google	Maps	Rating	on	revenue,	the	effect	of	occupancy	on	revenue,	the	
mediating	role	of	Google	Maps	Rating	in	the	relationship	between	IKM	and	revenue,	and	the	mediating	
role	of	occupancy	in	the	relationship	between	IKM	and	revenue.	

The	study	contributes	theoretically	by	extending	the	discussion	of	hospital	performance	beyond	
conventional	 service-quality	 and	 financial	 perspectives	 toward	 an	 integrated	 framework	 that	
incorporates	 patient	 satisfaction,	 digital	 reputation,	 service	 utilization,	 and	 financial	 outcomes.	
Practically,	 the	 findings	 may	 assist	 hospital	 managers	 in	 developing	 integrated	 performance-
management	 systems	 that	 monitor	 satisfaction,	 online	 reputation,	 occupancy,	 and	 revenue	
simultaneously.	This	approach	is	particularly	important	because	the	empirical	findings	indicate	that	one	
performance	 indicator	 should	 not	 be	 interpreted	 as	 a	 sufficient	 representation	 of	 overall	 hospital	
success.	 The	 manuscript’s	 findings	 similarly	 recommend	 an	 integrated	 performance-management	
approach	 combining	 patient	 experience,	 digital	 reputation,	 service	 utilization,	 and	 financial	
performance.	

Ultimately,	understanding	 the	relationship	between	public	satisfaction	and	hospital	 revenue	 is	
important	 because	 high	 satisfaction	 does	 not	 necessarily	 guarantee	 higher	 revenue.	 Instead,	 the	
economic	consequences	of	satisfaction	may	depend	on	how	patients’	experiences	are	translated	into	
digital	reputation	and	actual	utilization	of	healthcare	services.	By	examining	Google	Maps	Rating	and	
occupancy	 as	potential	 intervening	mechanisms,	 this	 study	 seeks	 to	provide	 a	more	 comprehensive	
explanation	of	how	public	perceptions	may—or	may	not—translate	into	measurable	organizational	and	
financial	outcomes	at	RSUP	Persahabatan.	

	
2. Research	Methodology	
3.1	Research	Design	and	Setting	
	 This	study	employed	a	quantitative	explanatory	research	design	to	examine	the	relationships	
among	the	Public	Satisfaction	Index	(IKM),	Google	Maps	Rating,	Bed	Occupancy	Rate	(BOR),	and	hospital	
revenue	at	RS	Persahabatan,	East	Jakarta.	An	explanatory	design	was	selected	because	the	study	aims	
to	 test	 hypothesized	 causal	 relationships	 and	 examine	whether	 Google	Maps	Rating	 and	 occupancy	
function	as	intervening	variables	in	the	relationship	between	public	satisfaction	and	hospital	revenue.	
The	research	was	conducted	at	RS	Persahabatan,	 located	at	Jalan	Persahabatan	Raya	No.	1,	Pisangan	
Timur,	Pulo	Gadung,	East	Jakarta,	DKI	Jakarta,	Indonesia.	The	research	period	extended	from	November	
2025	 to	 July	2026.	The	conceptual	model	consists	of	one	exogenous	variable,	namely	 IKM	(X1),	 two	
intervening	variables,	namely	Google	Maps	Rating	(Z1)	and	Occupancy/BOR	(Z2),	and	one	endogenous	
variable,	namely	hospital	revenue	(Y1).	The	model	was	developed	to	assess	both	direct	and	 indirect	
effects	among	the	variables.	

	
Figure	1.	Conceptual	Research	Model	

Note:	The	figure	should	illustrate	the	hypothesized	relationships:	IKM	→	Google	Maps	Rating;	IKM	→	BOR;	
IKM	→	Revenue;	Google	Maps	Rating	→	Revenue;	and	BOR	→	Revenue.	
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3.2	Population	and	Sample	
	 The	 population	 comprised	 monthly	 secondary	 data	 on	 IKM,	 Google	 Maps	 Rating,	
occupancy/BOR,	and	hospital	revenue	at	RS	Persahabatan	during	the	2023–2025	observation	period.	
The	research	document	identifies	a	total	population	of	36	monthly	observations.	Because	the	population	
was	relatively	small,	the	study	employed	a	total	sampling	(saturated	sampling)	technique,	in	which	all	
available	observations	were	included	in	the	analysis.	Thus,	the	final	analytical	dataset	consisted	of	36	
monthly	observations	covering	the	four	research	variables.	The	use	of	the	complete	available	population	
was	intended	to	avoid	sampling	loss	and	ensure	that	the	analysis	represented	the	observed	monthly	
performance	of	the	hospital	during	the	study	period.	
	
3.3	Data	Sources	and	Data	Collection	
	 The	study	relied	entirely	on	secondary	data.	Data	were	collected	through	systematic	observation	
and	documentation	of	information	available	from	relevant	hospital	and	digital	sources.	IKM	data	were	
obtained	 from	 official	 hospital	 satisfaction	 reports,	 while	 occupancy/BOR	 data	were	 obtained	 from	
monthly	hospital	operational	reports.	Hospital	revenue	data	were	obtained	from	the	hospital's	internal	
financial	 reporting	 system.	 Google	 Maps	 Rating	 data	 were	 collected	 from	 the	 hospital's	 Google	
Maps/Google	Business	Profile	through	systematic	data	recording	and	scraping.	The	use	of	multiple	data	
sources	enabled	the	study	to	combine	measures	of	public	satisfaction,	digital	reputation,	operational	
utilization,	and	financial	performance	within	a	single	empirical	framework.	
	
3.4	Variables	and	Measurement	
	 Four	variables	were	examined.	IKM	was	treated	as	the	independent	variable	(X1),	Google	Maps	
Rating	 (Z1)	 and	 occupancy/BOR	 (Z2)	 as	 intervening	 variables,	 and	 hospital	 revenue	 (Y1)	 as	 the	
dependent	variable.	Each	construct	was	represented	by	one	observed	indicator	based	on	the	available	
secondary	data.	
Table	1.	Operationalization	and	Measurement	of	Variables	
Variable	 Role	 Operational	

Dejinition	
Indicator	 Measurement	

Scale	
Data	Source	

Public	
Satisfaction	
Index	(IKM)	

Exogenous	 An	 index	
representing	 the	
level	 of	 public	
satisfaction	 with	
healthcare	
services	received	

Overall	
Hospital	
IKM	Score	

Interval	 Ofjicial	
hospital	 IKM	
report	

Google	 Maps	
Rating	

Intervening	 User-generated	
star-based	
evaluation	
rejlecting	
perceptions	of	the	
hospital's	 service	
experience	

Total	Rating	
Score	

Interval	 Google	
Maps/Google	
Business	
Projile	

Occupancy/BOR	 Intervening	 The	proportion	of	
available	
inpatient	 bed	
capacity	 utilized	

Bed	
Occupancy	
Rate	(BOR)	

Ratio	 Monthly	
hospital	
operational	
report	
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during	 a	 given	
period	

Hospital	Revenue	 Endogenous	 Monetary	 income	
generated	 from	
hospital	 services	
during	a	specijied	
period	

Total	
Revenue	

Ratio	 Hospital	
jinancial	
report	

Source:	Compiled	from	the	research	data	and	measurement	framework.	
The	operationalization	follows	the	original	research	framework,	which	defines	IKM	through	the	overall	
hospital	index,	Google	Maps	Rating	through	the	total	rating	score,	occupancy	through	BOR,	and	revenue	
through	its	monetary	value.	
	
3.5	Analytical	Model	
	 The	relationships	among	the	variables	were	examined	using	a	path-based	mediation	framework.	
The	analytical	structure	was	designed	to	estimate	direct	effects	of	IKM	on	Google	Maps	Rating,	BOR,	and	
revenue,	 as	 well	 as	 the	 effects	 of	 Google	 Maps	 Rating	 and	 BOR	 on	 revenue.	 Indirect	 effects	 were	
subsequently	examined	to	determine	whether	the	intervening	variables	transmitted	the	effect	of	IKM	to	
hospital	revenue.	
	
3.6	Data	Analysis	
	 Data	analysis	was	conducted	using	Partial	Least	Squares	Structural	Equation	Modeling	(PLS-
SEM)	 with	 SmartPLS.	 PLS-SEM	 was	 selected	 because	 the	 research	 model	 includes	 intervening	
relationships	 and	 requires	 simultaneous	 assessment	 of	 direct	 and	 indirect	 effects.	 The	 original	
methodology	specifies	PLS-SEM	as	 the	principal	analytical	approach	 for	examining	 the	 relationships	
among	the	observed	variables.	The	analysis	consisted	of	several	stages.	First,	the	research	model	was	
specified	 by	 connecting	 the	 variables	 and	 their	 indicators	 according	 to	 the	 proposed	 hypotheses.	
Second,	the	measurement	model	was	assessed	in	terms	of	convergent	validity,	discriminant	validity,	and	
construct	reliability	where	applicable.	The	criteria	specified	in	the	research	framework	include	outer	
loading	≥	0.70,	AVE	≥	0.50,	Cronbach's	alpha	≥	0.70,	and	composite	reliability	≥	0.70.	Third,	the	structural	
model	was	evaluated	using	the	coefficient	of	determination	(R²),	effect	size	(f²),	predictive	relevance	
(Q²),	and	relevant	model-fit	 information.	R²	was	used	to	assess	the	explanatory	power	of	the	model,	
while	 f²	was	used	 to	assess	 the	contribution	of	 individual	predictors.	Q²	was	considered	 to	evaluate	
predictive	relevance.	
	 Fourth,	 bootstrapping	 was	 performed	 to	 assess	 the	 statistical	 significance	 of	 the	 structural	
relationships.	The	analysis	considered	path	coefficients,	 t-statistics,	and	p-values.	A	relationship	was	
considered	statistically	significant	when	the	p-value	was	below	0.05	and	the	corresponding	t-statistic	
exceeded	1.96	at	the	5%	significance	level.	
	
3.7	Hypothesis	and	Mediation	Testing	
The	direct	effects	tested	in	the	structural	model	were:	

1. IKM	→	Google	Maps	Rating;	
2. IKM	→	Occupancy/BOR;	
3. IKM	→	Hospital	Revenue;	
4. Google	Maps	Rating	→	Hospital	Revenue;	and	
5. Occupancy/BOR	→	Hospital	Revenue.	
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The	indirect	effects	were	assessed	using	the	Specific	Indirect	Effects	output	generated	by	SmartPLS.	Two	
mediation	pathways	were	examined:	IKM	→	Google	Maps	Rating	→	Revenue	and	IKM	→	Occupancy/BOR	
→	Revenue.	
	
	 Mediation	was	interpreted	based	on	the	significance	of	the	indirect	effect	and	its	relationship	
with	 the	 direct	 effect.	 An	 indirect	 effect	 that	 is	 not	 statistically	 significant	 indicates	 the	 absence	 of	
mediation.	When	the	indirect	effect	is	significant,	the	pattern	of	the	direct	and	indirect	effects	is	used	to	
distinguish	between	full	and	partial	mediation.	

Table	2.	Hypothesis	Testing	Framework	
Hypothesis	 Relationship	 Expected	Assessment	
H1	 IKM	→	Google	Maps	Rating	 Direct	effect	
H2	 IKM	→	Occupancy/BOR	 Direct	effect	
H3	 IKM	→	Revenue	 Direct	effect	
H4	 Google	Maps	Rating	→	Revenue	 Direct	effect	
H5	 Occupancy/BOR	→	Revenue	 Direct	effect	
H6	 IKM	→	Google	Maps	Rating	→	Revenue	 Indirect/mediation	effect	
H7	 IKM	→	Occupancy/BOR	→	Revenue	 Indirect/mediation	effect	

	
Figure	2.	PLS-SEM	Structural	Model	

Note:	Insert	the	final	SmartPLS	model	output	showing	path	coefficients,	R²	values,	and	relationships	
among	IKM,	Google	Maps	Rating,	BOR,	and	Revenue.	

	
3.8	Ethical	and	Data	Management	Considerations	
	 The	study	used	secondary	institutional	and	publicly	accessible	digital	data	and	did	not	involve	
direct	intervention	with	patients	or	respondents.	Google	Maps	Rating	data	were	treated	as	aggregated	
digital	reputation	information	rather	than	individual-level	personal	information.	Hospital	operational	
and	financial	data	were	analyzed	in	accordance	with	the	availability	and	authorized	use	of	institutional	
reports.	Overall,	the	methodological	design	integrates	public	satisfaction,	digital	reputation,	operational	
utilization,	and	financial	performance	within	a	single	quantitative	framework.	This	approach	enables	
the	study	to	evaluate	not	only	whether	IKM	is	associated	with	hospital	revenue,	but	also	whether	Google	
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Maps	 Rating	 and	 inpatient	 occupancy	 provide	 potential	mechanisms	 through	which	 service-related	
perceptions	may	be	connected	to	financial	outcomes.	
	

3. Results	and	Discussion	
3.1.	Research	Setting	and	Data	Characteristics	
	 The	study	was	conducted	at	RS	Persahabatan,	East	Jakarta,	a	national	referral	hospital	with	a	
particular	role	in	respiratory	and	pulmonary	healthcare	services.	The	hospital	operates	under	the	Public	
Service	Agency	(Badan	Layanan	Umum/BLU)	framework,	which	provides	greater	flexibility	in	financial	
management	while	maintaining	its	 function	as	a	public	healthcare	institution.	The	empirical	analysis	
used	monthly	observations	covering	the	2023–2025	period.	The	dataset	consisted	of	36	observations	
for	four	variables:	Public	Satisfaction	Index	(IKM),	Google	Maps	Rating,	Bed	Occupancy	Rate	(BOR),	and	
hospital	revenue.	IKM	and	BOR	were	obtained	from	official	hospital	reports,	revenue	data	were	obtained	
from	the	hospital's	accounting	and	financial	records,	while	Google	Maps	Rating	was	reconstructed	from	
publicly	available	historical	rating	information.	
	
3.2.	Descriptive	Analysis	
3.2.1.	Public	Satisfaction	Index	
	 The	Public	Satisfaction	Index	was	measured	monthly	through	the	hospital's	formal	satisfaction	
survey.	The	dataset	contained	36	monthly	observations	covering	2023–2025.	The	observed	IKM	values	
ranged	between	85.14	and	89.70.	The	 lowest	value	occurred	 in	February	2025,	whereas	 the	highest	
value	 was	 recorded	 in	 several	 months	 of	 2023.	 Overall,	 the	 observed	 values	 remained	 within	 the	
"satisfied"	category.	

	
Figure	1.	Monthly	Public	Satisfaction	Index	at	RS	Persahabatan,	2023–2025	

Insert	the	line	graph	showing	the	monthly	movement	of	IKM	from	January	2023	to	December	2025.	
	
3.2.2.	Google	Maps	Rating	
	 Google	Maps	Rating	was	obtained	from	publicly	available	Google	Maps	information.	Because	the	
available	scraping	output	provided	the	rating	at	the	time	of	extraction	rather	than	a	complete	historical	
series,	 historical	 monthly	 ratings	 were	 reconstructed	 using	 the	 available	 review	 information	 and	
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manual	calculations.	The	resulting	monthly	rating	values	ranged	from	2.99	in	September	2024	to	3.53	
in	December	2025.	

	
Figure	2.	Monthly	Google	Maps	Rating	at	RS	Persahabatan,	2023–2025	

Insert	the	line	graph	showing	the	monthly	Google	Maps	Rating	from	January	2023	to	December	2025.	
	
3.2.3.	Bed	Occupancy	Rate	
	 Bed	Occupancy	Rate	(BOR)	was	obtained	from	the	hospital's	monthly	operational	records.	The	
observed	BOR	values	ranged	from	63.00%	to	81.97%,	with	the	lowest	value	occurring	in	March	2025	
and	 the	highest	 in	 July	2024.	The	observed	values	 generally	 remained	within	 the	operational	 range	
considered	appropriate	in	the	research	context.	

	
Figure	3.	Monthly	Bed	Occupancy	Rate	at	RS	Persahabatan,	2023–2025	
Insert	the	line	graph	showing	monthly	BOR	from	January	2023	to	December	2025.	
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3.2.4.	Hospital	Revenue	
	 Hospital	revenue	also	demonstrated	substantial	monthly	variation	throughout	the	observation	
period.	The	lowest	monthly	revenue	was	recorded	in	January	2025	at	approximately	IDR	91.98	million,	
while	 the	 highest	was	 recorded	 in	 December	 2025	 at	 approximately	 IDR	 99.03	 billion.	 Despite	 the	
monthly	fluctuations,	annual	revenue	reportedly	remained	within	the	hospital's	target.	
	

Table	1.	Descriptive	Statistics	of	the	Research	Variables	
Variable	 N	 Minimum	 Maximum	 Mean	 Standard	Deviation	
Public	Satisfaction	Index	 36	 [insert]	 [insert]	 [insert]	 [insert]	
Google	Maps	Rating	 36	 [insert]	 [insert]	 [insert]	 [insert]	
Bed	Occupancy	Rate	 36	 [insert]	 [insert]	 [insert]	 [insert]	
Hospital	Revenue	 36	 [insert]	 [insert]	 [insert]	 [insert]	

Note:	Insert	the	exact	descriptive	statistics	generated	by	SmartPLS	4.	
	
3.3.	Structural	Model	Assessment	
	 Because	 all	 variables	 were	 operationalized	 as	 observed	 single-item	 measures,	 the	 analysis	
focused	on	 the	structural	 relationships	 rather	 than	multi-item	measurement-model	assessment.	The	
structural	 model	 was	 estimated	 using	 SmartPLS	 4.1.1.8.	 The	 analysis	 assessed	 explanatory	 power	
through	 R²,	 predictive	 relevance	 through	 Q²,	 effect	 size	 through	 f²,	 and	 hypothesis	 testing	 through	
bootstrapping.	
	
3.3.1.	Coefjicient	of	Determination	(R²)	
	 The	R²	results	indicate	that	the	research	model	explains	37.2%	of	the	variance	in	Google	Maps	
Rating,	 1.3%	of	 the	 variance	 in	BOR,	 and	27.1%	of	 the	 variance	 in	hospital	 revenue.	These	 findings	
indicate	that	IKM	provides	relatively	greater	explanatory	power	for	Google	Maps	Rating	than	for	BOR,	
while	the	combined	predictors	provide	limited	explanatory	power	for	hospital	revenue.	

Table	2.	Coefficient	of	Determination	(R²)	
Endogenous	Variable	 R²	 Adjusted	R²	
Google	Maps	Rating	 0.372	 0.353	
Bed	Occupancy	Rate	 0.013	 -0.016	
Hospital	Revenue	 0.271	 0.203	

Source:	SmartPLS	4.1.1.8	output.	
3.3.2.	Predictive	Relevance	(Q²)	
	 The	 predictive	 relevance	 assessment	 produced	 Q²	 values	 of	 0.340	 for	 Google	 Maps	 Rating,	
−0.050	 for	BOR,	 and	0.113	 for	hospital	 revenue.	These	 results	 indicate	different	 levels	of	predictive	
performance	 across	 the	 endogenous	 variables.	 Google	 Maps	 Rating	 demonstrates	 the	 strongest	
predictive	relevance,	while	the	negative	Q²	value	for	BOR	indicates	limited	predictive	capability	for	this	
endogenous	variable	within	the	specified	model.	
	

Table	3.	Predictive	Relevance	(Q²)	
Endogenous	Variable	 Q²	Predict	
Google	Maps	Rating	 0.340	
Bed	Occupancy	Rate	 -0.050	
Hospital	Revenue	 0.113	
Source:	SmartPLS	4.1.1.8	output.	
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3.3.3.	Effect	Size	(f²)	
	 The	effect-size	assessment	indicates	that	IKM	has	a	relatively	substantial	effect	on	Google	Maps	
Rating,	with	an	f²	value	of	0.591.	Google	Maps	Rating	has	an	f²	value	of	0.104	in	predicting	revenue,	while	
the	remaining	relationships	demonstrate	comparatively	smaller	effects.	These	results	suggest	that	the	
strongest	explanatory	contribution	 in	 the	model	 concerns	 the	relationship	between	 IKM	and	Google	
Maps	Rating.	

Table	4.	Effect	Size	(f²)	
Relationship	 f²	
IKM	→	Google	Maps	Rating	 0.591	
IKM	→	Hospital	Revenue	 0.027	
IKM	→	BOR	 0.013	
Google	Maps	Rating	→	Hospital	Revenue	 0.104	
BOR	→	Hospital	Revenue	 0.092	

Source:	SmartPLS	4.1.1.8	output.	
	 	
3.4.	Hypothesis	Testing	
	 Hypotheses	 were	 tested	 using	 bootstrapping	 at	 a	 5%	 significance	 level.	 A	 relationship	 was	
considered	 statistically	 significant	 when	 the	 p-value	 was	 below	 0.05	 and	 the	 absolute	 t-statistic	
exceeded	1.96.	The	results	are	presented	in	Table	5.	

Table	5.	Direct	and	Indirect	Effects	
Hypothesis	 Relationship	 Path	

Coefjicient	
t-
statistic	

p-
value	

Decision	

H1	 IKM	→	Google	Maps	Rating	 −0.610	 5.677	 0.000	 Supported	
H2	 IKM	→	BOR	 0.112	 0.646	 0.518	 Not	

supported	
H3	 IKM	→	Revenue	 −0.176	 1.124	 0.261	 Not	

supported	
H4	 Google	Maps	Rating	→	Revenue	 0.348	 1.892	 0.059	 Not	

supported	
H5	 BOR	→	Revenue	 0.261	 2.209	 0.027	 Supported	
H6	 IKM	 →	 Google	 Maps	 Rating	 →	

Revenue	
−0.212	 1.716	 0.086	 Not	

supported	
H7	 IKM	→	BOR	→	Revenue	 0.029	 0.534	 0.594	 Not	

supported	
Source:	SmartPLS	4.1.1.8	output.	
	
3.5.	Discussion	
3.5.1.	Effect	of	IKM	on	Google	Maps	Rating	
	 H1	is	supported.	IKM	has	a	statistically	significant	negative	effect	on	Google	Maps	Rating	(β	=	
−0.610;	 t	 =	 5.677;	 p	 <	 0.001).	 This	 finding	 indicates	 that	 higher	 formal	 satisfaction	 scores	 were	
associated	with	lower	Google	Maps	Ratings	during	the	observation	period.	The	negative	relationship	
suggests	that	formal	satisfaction	measurement	and	digital	reputation	may	capture	different	dimensions	
of	patient	experience.	IKM	is	generated	through	a	structured	institutional	survey,	whereas	Google	Maps	
Ratings	represent	voluntary	public	evaluations	expressed	in	an	open	digital	environment.	Therefore,	
the	 two	 indicators	 should	 not	 necessarily	 be	 interpreted	 as	 interchangeable	 measures	 of	 patient	
satisfaction.	 From	 a	 managerial	 perspective,	 the	 finding	 emphasizes	 the	 importance	 of	 integrating	
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formal	 satisfaction	 measurement	 with	 digital	 patient	 feedback.	 Management	 should	 examine	
differences	between	survey	results	and	online	evaluations	 to	 identify	service	 issues	 that	may	not	be	
adequately	captured	by	conventional	satisfaction	surveys.	
	
3.5.2.	Effect	of	IKM	on	BOR	
	 H2	is	not	supported	because	the	relationship	between	IKM	and	BOR	is	statistically	insignificant	
(β	=	0.112;	t	=	0.646;	p	=	0.518).	The	finding	indicates	that	increases	in	formal	satisfaction	scores	do	not	
necessarily	 correspond	 to	 higher	 inpatient	 bed	 utilization.	 This	 result	 suggests	 that	 occupancy	 is	
determined	by	a	broader	set	of	operational	and	healthcare-market	factors.	Patient	admission	patterns,	
referral	flows,	bed	availability,	length	of	stay,	case	mix,	physician	availability,	and	healthcare	financing	
mechanisms	may	influence	BOR	independently	of	satisfaction	levels.	Therefore,	improving	IKM	should	
not	 be	 regarded	 as	 a	 standalone	 strategy	 for	 increasing	 inpatient	 utilization.	 Hospital	management	
needs	 to	 simultaneously	 strengthen	 referral	 networks,	 optimize	 bed	 allocation,	 and	 improve	
operational	coordination.	
	
3.5.3.	Effect	of	IKM	on	Hospital	Revenue	
	 H3	 is	 not	 supported.	 The	 relationship	 between	 IKM	 and	 hospital	 revenue	 is	 negative	 but	
statistically	insignificant	(β	=	−0.176;	t	=	1.124;	p	=	0.261).	This	finding	indicates	that	improvements	in	
formal	public	satisfaction	do	not	automatically	generate	higher	hospital	revenue.	In	a	public	hospital,	
revenue	 is	 influenced	 by	 multiple	 factors,	 including	 patient	 volume,	 service	 mix,	 reimbursement	
mechanisms,	 tariffs,	utilization,	and	the	composition	of	healthcare	services.	The	result	reinforces	the	
distinction	 between	 service	 quality	 outcomes	 and	 financial	 outcomes.	 Patient	 satisfaction	 remains	
important	as	an	indicator	of	service	performance,	but	it	should	not	be	interpreted	as	a	direct	financial-
performance	indicator.	
	
3.5.4.	Effect	of	Google	Maps	Rating	on	Hospital	Revenue	
	 H4	is	not	supported.	Google	Maps	Rating	has	a	positive	but	statistically	insignificant	relationship	
with	hospital	 revenue	 (β	=	0.348;	 t	=	1.892;	p	=	0.059).	Although	 the	positive	 coefficient	 suggests	a	
potential	association	between	stronger	digital	reputation	and	higher	revenue,	the	p-value	exceeds	the	
5%	significance	threshold.	Consequently,	the	study	does	not	provide	sufficient	statistical	evidence	that	
Google	Maps	Rating	directly	increases	hospital	revenue.	This	finding	indicates	that	digital	reputation	
may	 require	 an	 intermediate	 behavioral	mechanism	 before	 it	 can	 influence	 financial	 outcomes.	 For	
public	hospitals,	patients'	healthcare	choices	are	likely	influenced	by	referral	systems,	clinical	needs,	
insurance	arrangements,	physician	availability,	and	hospital	specialization	rather	than	online	ratings	
alone.	
	
3.5.5.	Effect	of	BOR	on	Hospital	Revenue	
	 H5	is	supported.	BOR	has	a	positive	and	statistically	significant	effect	on	hospital	revenue	(β	=	
0.261;	t	=	2.209;	p	=	0.027).	This	finding	demonstrates	that	inpatient	capacity	utilization	represents	a	
more	direct	operational	mechanism	associated	with	hospital	financial	performance	than	either	formal	
satisfaction	 or	 digital	 reputation.	 Higher	 utilization	 of	 available	 inpatient	 capacity	 can	 increase	 the	
volume	of	billable	healthcare	services	and	consequently	contribute	to	revenue	generation.	The	finding	
highlights	the	importance	of	operational	capacity	management.	Hospital	management	should	therefore	
monitor	bed	utilization	together	with	patient	admission,	length	of	stay,	case	mix,	referral	patterns,	and	
service	capacity	to	improve	both	operational	efficiency	and	financial	sustainability.	
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3.5.6.	Mediating	Role	of	Google	Maps	Rating	
	 H6	 is	 not	 supported.	 The	 indirect	 relationship	 between	 IKM	 and	 hospital	 revenue	 through	
Google	 Maps	 Rating	 is	 statistically	 insignificant	 (β	 =	 −0.212;	 t	 =	 1.716;	 p	 =	 0.086).	 Although	 IKM	
significantly	affects	Google	Maps	Rating,	the	latter	does	not	significantly	transmit	the	effect	of	IKM	to	
revenue.	This	finding	demonstrates	that	a	strong	relationship	between	the	independent	variable	and	
mediator	 does	 not	 necessarily	 imply	 a	 significant	 mediation	 effect.	 The	 result	 also	 emphasizes	 the	
distinction	 between	 digital	 reputation	 and	 financial	 conversion.	 Online	 evaluations	 may	 provide	
valuable	 information	about	patient	experience	and	service	quality,	but	 their	contribution	to	revenue	
may	depend	on	additional	factors	such	as	patient	acquisition,	referral	mechanisms,	insurance	coverage,	
and	service	utilization.	
	
3.5.7.	Mediating	Role	of	BOR	
	 H7	 is	 not	 supported.	 The	 indirect	 effect	 of	 IKM	 on	 revenue	 through	 BOR	 is	 statistically	
insignificant	(β	=	0.029;	t	=	0.534;	p	=	0.594).	Although	BOR	significantly	affects	revenue,	IKM	does	not	
significantly	affect	BOR.	Consequently,	the	conditions	required	for	a	significant	mediation	pathway	are	
not	 satisfied.	 The	 finding	 indicates	 that	 the	 financial	 contribution	 of	 inpatient	 utilization	 does	 not	
originate	from	variation	in	formal	satisfaction	scores	within	the	observed	period.	This	result	provides	
an	important	managerial	implication:	strategies	aimed	at	improving	hospital	revenue	should	distinguish	
between	 patient-experience	 management	 and	 capacity-utilization	 management.	 Satisfaction	
improvement	remains	essential	for	service	quality,	whereas	revenue	optimization	requires	additional	
operational	strategies	targeting	utilization	and	service	delivery.	
	
3.6.	Summary	of	Empirical	Findings	
	 Overall,	 the	 findings	 reveal	 that	 the	 relationships	 among	 satisfaction,	 digital	 reputation,	
operational	utilization,	and	hospital	revenue	are	not	uniformly	positive	or	significant.	IKM	significantly	
affects	Google	Maps	Rating,	but	the	relationship	is	negative.	IKM	does	not	significantly	affect	either	BOR	
or	 revenue.	Google	Maps	Rating	also	does	not	 significantly	affect	 revenue,	 although	 its	 coefficient	 is	
positive	and	relatively	close	to	the	conventional	significance	threshold.	In	contrast,	BOR	demonstrates	
a	 significant	 positive	 relationship	 with	 revenue.	 Insert	 a	 visual	 summary	 distinguishing	 statistically	
significant	and	non-significant	paths	in	the	final	structural	model.	These	findings	indicate	that	operational	
utilization	is	more	closely	associated	with	hospital	revenue	than	satisfaction	or	digital	reputation	in	the	
observed	period.	Therefore,	hospital	performance	management	should	adopt	an	integrated	framework	
that	combines	patient-experience	measurement,	digital	reputation	monitoring,	capacity	utilization,	and	
financial-performance	evaluation.	
	

4. Conclusions	
4.1.	Conclusion	
	 This	study	examined	the	influence	of	the	Public	Satisfaction	Index	(IKM)	on	hospital	revenue	by	
incorporating	 Google	 Maps	 Rating	 and	 Bed	 Occupancy	 Rate	 (BOR)	 as	 intervening	 variables	 at	 RS	
Persahabatan,	East	Jakarta.	The	findings	demonstrate	that	the	relationship	between	patient	satisfaction,	
digital	reputation,	operational	utilization,	and	financial	performance	is	more	complex	than	the	initially	
proposed	linear	model.	Of	the	seven	hypotheses	tested,	only	two	were	statistically	supported.	IKM	was	
found	to	have	a	significant	negative	effect	on	Google	Maps	Rating,	while	BOR	had	a	significant	positive	
effect	on	hospital	revenue.	In	contrast,	IKM	did	not	significantly	affect	BOR	or	hospital	revenue.	Google	
Maps	Rating	also	did	not	have	a	statistically	significant	direct	effect	on	revenue.	Furthermore,	neither	
Google	Maps	Rating	nor	BOR	significantly	mediated	the	relationship	between	IKM	and	hospital	revenue.	
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	 The	 results	 indicate	 that	 hospital	 revenue	 during	 the	 observation	 period	 was	 more	 closely	
associated	 with	 the	 utilization	 of	 inpatient	 capacity	 than	 with	 formal	 satisfaction	 scores	 or	 digital	
ratings.	 Thus,	 patient	 satisfaction	 and	 digital	 reputation	 should	 not	 automatically	 be	 interpreted	 as	
direct	financial	determinants.	Instead,	they	represent	distinct	dimensions	of	hospital	performance	that	
require	integration	with	operational	and	financial	management.	The	significant	negative	relationship	
between	 IKM	 and	Google	Maps	Rating	 is	 particularly	 important.	 It	 suggests	 that	 formal	 satisfaction	
measurements	and	voluntarily	generated	online	evaluations	may	capture	different	aspects	of	patient	
experience.	Consequently,	hospitals	should	not	rely	exclusively	on	a	single	satisfaction	indicator	when	
evaluating	service	quality	and	public	perception.	Overall,	the	study	contributes	empirical	evidence	that	
the	relationship	between	patient	experience	and	financial	performance	in	public	hospitals	cannot	be	
explained	 solely	 through	 satisfaction	 or	 digital	 reputation.	 Operational	 utilization,	 particularly	 BOR,	
appears	to	play	a	more	direct	role	in	explaining	revenue	performance	within	the	context	examined.	
	
4.2.	Theoretical	Implications	
	 This	 study	 provides	 several	 theoretical	 implications	 for	 the	 literature	 on	 healthcare	
management	and	service	performance.	First,	the	findings	extend	the	application	of	the	Service-Profit	
Chain	perspective	by	demonstrating	that	the	expected	relationship	between	satisfaction	and	financial	
outcomes	may	not	occur	directly	in	a	public	hospital	setting.	While	satisfaction	is	an	important	indicator	
of	service	quality,	 its	translation	into	revenue	may	require	additional	organizational	and	operational	
mechanisms.	Second,	the	significant	relationship	between	IKM	and	Google	Maps	Rating,	combined	with	
the	 negative	 direction	 of	 the	 relationship,	 suggests	 that	 formal	 satisfaction	 indicators	 and	 digital	
reputation	should	be	conceptualized	as	related	but	distinct	constructs.	Formal	satisfaction	surveys	are	
institutionally	structured,	whereas	Google	Maps	ratings	represent	voluntary	evaluations	generated	in	
an	open	digital	 environment.	The	difference	between	 these	 two	mechanisms	provides	 an	 important	
theoretical	basis	for	future	research	on	digital	patient	experience	and	online	reputation	management.	
Third,	the	significant	effect	of	BOR	on	revenue	strengthens	the	importance	of	operational	utilization	as	
a	mechanism	 linking	healthcare	 service	delivery	 to	 financial	performance.	The	 finding	 suggests	 that	
financial	outcomes	in	hospitals	are	influenced	not	only	by	perceptions	of	service	quality	but	also	by	the	
extent	to	which	available	healthcare	capacity	is	effectively	utilized.	Finally,	the	absence	of	significant	
mediation	effects	indicates	that	the	transformation	of	patient	satisfaction	into	financial	outcomes	is	not	
necessarily	 sequential	 through	digital	 reputation	or	occupancy.	This	 finding	opens	opportunities	 for	
developing	more	comprehensive	theoretical	models	incorporating	referral	systems,	service	mix,	clinical	
capacity,	insurance	mechanisms,	patient	acquisition,	and	other	operational	determinants.	
	
4.3.	Managerial	Implications	
	 The	 findings	 provide	 several	 implications	 for	 the	 management	 of	 RS	 Persahabatan.	 First,	
management	 should	 integrate	 formal	 IKM	 results	 with	 Google	 Maps	 reviews	 and	 ratings	 as	
complementary	sources	of	information.	The	significant	negative	relationship	between	IKM	and	Google	
Maps	Rating	 indicates	 that	 improvements	reflected	 in	 formal	satisfaction	surveys	do	not	necessarily	
translate	 into	 more	 favorable	 digital	 evaluations.	 Therefore,	 management	 should	 systematically	
compare	survey	results	with	online	feedback	to	identify	discrepancies	in	patient	perceptions.	Second,	
hospital	 management	 should	 avoid	 using	 IKM	 as	 the	 primary	 instrument	 for	 achieving	 revenue	 or	
occupancy	targets.	Since	IKM	was	not	found	to	significantly	affect	either	BOR	or	revenue,	satisfaction	
improvement	 should	primarily	 remain	a	 service-quality	objective	 rather	 than	a	 standalone	 financial	
strategy.	
	 Third,	 BOR	 should	 receive	 greater	 strategic	 attention	 because	 it	 demonstrated	 a	 significant	
positive	 relationship	 with	 revenue.	 Management	 can	 improve	 capacity	 utilization	 through	 more	
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effective	 referral	 management,	 bed	 allocation,	 discharge	 planning,	 service	 coordination,	 and	
optimization	 of	 specialized	 healthcare	 services.	 However,	 increasing	 occupancy	 should	 be	 pursued	
within	 appropriate	 operational	 and	 clinical	 limits	 rather	 than	 through	 excessive	 utilization.	 Fourth,	
Google	Maps	Rating	should	be	managed	as	an	element	of	digital	reputation	rather	than	treated	as	a	direct	
revenue-generation	 target.	Regular	monitoring	of	 ratings	and	patient	 reviews	can	help	management	
identify	 recurring	 service	 problems,	 particularly	 those	 involving	 waiting	 time,	 communication,	
accessibility,	staff	responsiveness,	and	other	aspects	of	the	patient	experience.	
	
4.4.	Limitations	of	the	Study	
	 Several	limitations	should	be	considered	when	interpreting	the	findings.	First,	the	study	relies	
on	secondary	monthly	data	from	a	single	hospital.	Consequently,	the	findings	are	context-specific	and	
may	not	be	directly	generalizable	 to	other	hospitals	with	different	organizational	structures,	 service	
characteristics,	 patient	populations,	 or	 financial	 systems.	 Second,	Google	Maps	Rating	 represents	 an	
open	digital	evaluation	mechanism	and	may	not	capture	the	experiences	of	all	hospital	patients.	Patients	
who	choose	to	submit	online	ratings	may	differ	systematically	from	patients	who	do	not	provide	digital	
feedback.	Therefore,	the	rating	variable	should	be	interpreted	as	an	indicator	of	online	public	perception	
rather	than	a	complete	representation	of	overall	patient	satisfaction.	Third,	the	model	incorporates	only	
IKM,	Google	Maps	Rating,	BOR,	and	hospital	revenue.	The	relatively	limited	explanatory	power	for	BOR	
and	revenue	suggests	 that	other	determinants	may	play	 important	 roles	but	are	not	 included	 in	 the	
present	model.	In	particular,	the	model	does	not	explicitly	incorporate	referral	volume,	patient	case	mix,	
service	 mix,	 physician	 availability,	 insurance	 reimbursement,	 length	 of	 stay,	 tariff	 structure,	 or	
marketing	activities.	Fourth,	the	study	is	based	on	a	limited	observation	period.	Changes	in	healthcare	
demand,	 post-pandemic	 conditions,	 government	 policies,	 JKN	mechanisms,	 and	hospital	 operational	
strategies	may	influence	the	relationships	among	the	variables	over	time.	Therefore,	caution	is	required	
when	interpreting	the	results	as	long-term	structural	relationships.	
	
4.5.	Recommendations	for	Future	Research	
	 Future	 research	 should	 extend	 the	 present	 model	 by	 incorporating	 additional	 operational,	
behavioral,	and	financial	variables.	Variables	such	as	patient	volume,	referral	intensity,	Average	Length	
of	Stay	(ALOS),	Bed	Turnover	Rate	(BTO),	Turn	Over	Interval	(TOI),	service	mix,	case	severity,	physician	
availability,	 and	 JKN	 reimbursement	 could	 provide	 a	 more	 comprehensive	 explanation	 of	 hospital	
revenue	and	occupancy.	Future	studies	should	also	consider	expanding	the	research	to	several	public	
and	 private	 hospitals	 to	 enable	 cross-institutional	 comparison.	 Such	 comparative	 research	 could	
determine	whether	the	relationships	identified	at	RS	Persahabatan	are	specific	to	public	hospitals	or	
represent	broader	patterns	in	healthcare	organizations.	
	 The	measurement	of	digital	reputation	should	also	be	developed	beyond	the	aggregate	Google	
Maps	 Rating.	 Future	 research	 may	 incorporate	 the	 number	 of	 reviews,	 review	 frequency,	 review	
sentiment,	 response	 rate,	 review	 content,	 and	 changes	 in	 rating	 over	 time.	 Combining	 quantitative	
ratings	with	sentiment	analysis	of	review	texts	could	provide	a	more	comprehensive	representation	of	
digital	patient	experience.	Longitudinal	research	is	additionally	recommended	to	examine	whether	the	
relationship	 between	 satisfaction,	 digital	 reputation,	 occupancy,	 and	 revenue	 changes	 over	 longer	
periods.	Future	researchers	may	employ	panel-data	methods,	time-series	analysis,	or	more	advanced	
structural	models	to	capture	temporal	dynamics	and	potential	lagged	effects.	Finally,	future	research	
should	 investigate	 other	 mediating	 or	 moderating	 mechanisms	 that	 may	 explain	 how	 patient	
satisfaction	 contributes	 to	 financial	 performance.	 Variables	 such	 as	 patient	 loyalty,	 perceived	 value,	
trust,	referral	intention,	patient	acquisition,	service	utilization,	and	digital	engagement	may	provide	a	
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more	 comprehensive	 explanation	 of	 the	 pathway	 from	 patient	 experience	 to	 hospital	 financial	
performance.	
	
Bibliography	
Amalia,	Fanisyah	Winda.;	Setyaningrum,	Idfi.;	Ariani,	Mintarti.	(2025).	Behavioral	Economy:	Penggunaan	

Google	 Review	 Untuk	 Mengetahui	 Tingkat	 Kepuasan	 Konsumen	 (Studi	 Kasus:	 Perusahaan	 X).	
EKUILNOMI:	 Jurnal	 Ekonomi	 Pembangunan	 Vol	 7	 No	 1	 2025.	 https://doi.org/	
10.36985/2xmr7t07.	

	
Andaleeb,	 S.S.	 (2001).	 Service	 Quality	 Perceptions	 and	 Patient	 Satisfaction:	 A	 Study	 of	 Hospitals	 in	 a	

Developing	 Country.	 Social	 Science	 and	 Medicine,	 52,	 1359-1370.	
http://dx.doi.org/10.1016/S0277-9536(00)00235-5.	

	
Arikunto,	Suharsimi.;	Suhardjono;	Suryani.	(2015).	Penelitian	Tindakan	Kelas.	PT	Bumi	Aksara.	Jakarta.	
	
Benjamin,	Sula	D.S.;	Longkotoy.	Meyta.;	A.	Renouw,	Ade.	(2023).	Pengaruh	Kualitas	Pelayanan	terhadap	

Kepuasan	Pelanggan	pada	Mariat	Hotel	di	Kota	Sorong.	Journal	on	Education	Volume	05,	No.	03,	
Maret-April	2023,	pp.	10466-10478.	

	
Chevalier,	J.	A.;	&	Mayzlin,	D.	(2006).	The	Effect	of	Word	of	Mouth	on	Sales:	Online	Book	Reviews.	Journal	of	

Marketing	Research,	43,	345-354.	https://doi.org/10.1509/jmkr.43.3.345.	
	
Creswell,	 J.	 W.	 (2012).	 Educational	 research:	 Planning,	 conducting,	 and	 evaluating	 quantitative	 and	

qualitative	research	(4th	ed.).	Boston,	MA:	Pearson.	
	
David,	 Fred	 R.;	 &	 David,	 Forest	 R.	 (2017).	 Strategic	 Management	 Concepts	 And	 Cases	 A	 Competitive	

Advantage	Approach.	Sixtenth	Edition.	England.	Pearson	Education	Limited.	
	
Depkes.	(2011).	Sistem	Kesehatan	Nasional.	Dirjen	Pelayanan	Medik.	Departemen	Kesehatan.	Jakarta.		
	
Ernawati;	 Zakariya,	 M.	 N.;	 Riski,	 Moh.	 (2025).	 Pemanfaatan	 Aplikasi	 Google	 Maps	 sebagai	 Bentuk	

Digitalisasi	Pemasaran	pada	UMKM	Warkop	di	Desa	Pepelegi	Sidoarjo.	Panggung	Kebaikan:	Jurnal	
Pengabdian	Sosial.		https://doi.org/10.62951/panggungkebaikan.v2i2.1405.	

	
Febrian,	Riska.;	Nisa,	Fauzatul	Laily;	Utami,	Anisa	Fitria.	(2024).	Implementasi	Google	Maps	Sebagai	Digital	

Marketing	Dalam	Efektivitas	Penjualan	UMKM	Nasabah	BTPN	Syariah	Kecamatan	Bantur.	Jurnal	
Ilmiah	 Wahana	 Pendidikan,	 Agustus	 2024,	 10(16),	 721-726.	
https://doi.org/10.5281/zenodo.13765659.	

Filieri,	 Raffaele.;	 Alguezaui,	 Salma.;	 McLeay,	 Fraser.	 (2015).	 Why	 do	 travelers	 trust	 TripAdvisor?	
Antecedents	 of	 trust	 towards	 consumer-generated	 media	 and	 its	 influence	 on	 recommendation	
adoption	 and	 word	 of	 mouth.	
https://www.sciencedirect.com/science/article/abs/pii/S0261517715001028?via%3Dihub.	

	
Gapenski,	 L.C.;	 Pink,	 G.H.	 (2015).	 Understanding	 Healthcare	 Financial	 Management.	 Health	

Administration	Press.	Chicago,	Illinois.	
	
Ghozali,	I.,	&	Latan,	H.	(2020).	Partial	Least	Squares:	Konsep,	Teknik	dan	Aplikasi	Menggunakan	Program	

SmartPLS	3.0	
	
Google	 Maps	 Help	 Center.	 (2023).		

https://support.google.com/maps/answer/144349?hl=en&ref_topic=3092425&sjid=6140524
109535820916-NC.	

	



 
Masterpiece Journal Society Service Insight 
e-ISSN: 3090-2185 Page: 632-650 
Volume 2, Issue 2 (2026) 

 

 
https://jurnal.amertainstitute.com/index.php/masterpiace/| Volume 2, Issue 2 (2026) 648 

 

Hair,	et	al.	(2021).	A	Primer	on	Partial	Least	Squares	Structural	Equation	Modeling	(PLS-SEM)	(Edisi	3).		
	
Hati,	 Ella	 Nur	 Kusuma	 Hati.;	 Sudalhar.;	 Fithri.	 Istiqlal.	 (2024).	Hubungan	 antara	 Kualitas	 Pelayanan	

dengan	Angka	BOR	di	RSUD	Padangan	Bojonegoro.	 JHS:	 Journal	Hospital	Science,	Vol.	7,	No.	2,	
Oktober	2024,	Halaman	35-42.	

	
Hermawan,	 Dadang.;	 Darsana,	 I	 Made.;	 Sukaarnawa,	 I	 Gusti	 Made.;	 Arnawa,	 I	 Putu.	 (2025).	 Strategi	

Pemasaran	untuk	Meningkatkan	Occupancy	Kamar	Hotel	di	Bali	melalui	Peningkatan	Kapasitas	
SDM	 yang	 Bekerja	 Ada	 Online	 Travel	 Agent.	 Jurnal	 Ekonomi,	 Manajemen	 Pariwisata	 dan	
Perhotelan.	Volume	4,	Nomor	3,	September	2025.	https://doi.org/10.55606/jempper.v4i3.5087.	

	
Hidayat,	Ahmad	Fikri.;	Rakhmadani,	Diovianto	Putra.;		Marsally,	Silvia	Van.	(2025).	Pengaruh	Rating	Dan	

Review	 Google	 Maps	 Terhadap	 Purchase	 Decision	 Melalui	 E-Trust	 Sebagai	 Mediasi	 Pada	 Bisnis	
Kuliner	Di	Purwokerto.		e-Proceeding	of	Management	:	Vol.12,	No.1	Agustus	2025	|	Page	4446	ISSN	
:	2355-9357	e-Proceeding	of	Management	:	Vol.12,	No.4	Agustus	2025	|	Page	4501.	

	
Horngren,	 C.	 T.;	 Datar,	 S.	 M.;	 &	 Rajan,	 M.	 (2015).	 Cost	 Accounting:	 A	 Managerial	 Emphasis.	 Pearson.	

England.	
	
Ikatan	Akuntan	Indonesia	(IAI).	(2023).	Standar	Akuntansi	Keuangan	(SAK)	PSAK	72:	Pendapatan	dari	

Kontrak	dengan	Pelanggan.	
	
Ilyas,	 S.	 A.;	 &	 Ilyas,	 A.	 A.	 (2026).	 Behavioural	 Economics	 and	Digital	Healthcare	Marketing	 in	 Patient	

Choice:	 Understanding	 Trust,	 Nudges,	 and	 Digital	 Engagement	 in	 Hospital	 Selection	 and	
Healthcare	 Utilisation..	 Available	 at	
https://rsisinternational.org/journals/ijrias/view/behavioural-economics-and-digital-
healthcare-marketing-in-patient-choice-understanding-trust-nudges-and-digital-engagement-
in-hospital-selection-and-healthcare-utilisation?utm_source=chatgpt.com		

	
Inayah,	 D.	 (2022).	 Pengaruh	 Rating	 dan	 Review	 Pada	 Google	 Maps	 Terhadap	 Minat	 Berkunjung	

Wisatawan	 di	 Lawang	 Sewu	 Semarang.	 Repository	 AMPTA	 Yogyakarta.	
https://repository.ampta.ac.id/1367.	

	
Itani,	 Mutia.;	 Azrifitria.;	 Subhan,	 Ahmad.	 (2022).	 Analisis	 Biaya	 Pengobatan	 Pasien	 Covid-19	 Di	 Rsup	

Fatmawati	Periode	Juli	–	Desember	2021.	Jurnal	Farmasi	Klinik	Best	Practice	Volume	2	No.2.	
	
James,	L.	H.;	Thomas,	O.	J.;	Gary,	W.	L,;	W,	E.	S.	J.;	&	Leonard,	A.	S.	(1994).	Putting	the	Service-Progit	Chain	

to	Work.	Harvard	Business	Review,	72(2),	164–174.	
	
Kadrie,	Nabila	Al.;	Bambang	Hadi	Santoso.	(2018).	Pengaruh	Harga,	Promosi	Dan	Kualitas	Pelayanan	

Terhadap	 Kepuasan	 Pelanggan	 Sakinah	 Supermarket	 Surabaya.	 Jurnal	 Ilmu	 dan	 Riset	
Manajemen	e-ISSN	:	2461-0593.	

	
Kotler,	P.;	&	Keller,	K.	L.	(2016).	Marketing	Management	(15th	ed.).	Pearson	Education.	
	
Laporan	 Tahunan	 RSUP	 Persahabatan	 2022.	 (2023).	 RSUP	 Persahabatan.	 Jakarta.	

https://rspersahabatan.co.id/read/informasi-publik/laporan-tahunan-2022.	
	
Laporan	 Tahunan	 RSUP	 Persahabatan	 2023.	 (2024).	 RSUP	 Persahabatan.	 Jakarta.	

https://rspersahabatan.co.id/read/informasi-publik/laporan-tahunan-2023.	
	
Laporan	 Tahunan	 RSUP	 Persahabatan	 2024.	 (2025).	 RSUP	 Persahabatan.	 Jakarta.	

https://rspersahabatan.co.id/read/informasi-publik/laporan-tahunan-rsup-persahabatan-
2024.	



 
Masterpiece Journal Society Service Insight 
e-ISSN: 3090-2185 Page: 632-650 
Volume 2, Issue 2 (2026) 

 

 
https://jurnal.amertainstitute.com/index.php/masterpiace/| Volume 2, Issue 2 (2026) 649 

 

	
Liliweri,	 Aurelia	 Maria.;	 Adu,	 Apris.;	 Littik,	 S.K.A.;	 Mado,	 Fransiskus	 Geroda.;	 Roga,	 Anderias	 Umbu.	

(2025),	Pengaruh	Mutu	Layanan	Kesehatan	terhadap	Kepuasan	Pasien	Rawat	Inap	Pada	RSUD	S.K.	
Lerik	Kota	Kupang,	Indonesia.	Jurnal	Promotif	Preventif.	Vol.	8,	No.	4	Agustus	2025,	Hal.	914–924.	

	
Luca,	Michael.	2016.	Reviews,	Reputation,	and	Revenue:	The	Case	of	Yelp.com.	Harvard	Business	School.	
	
Mahqjiroh,	Juliatul.;	Yuliaty,	Farida.	(2024).	Analisis	Kepuasan	Masyarakat	terhadap	Pelayanan	Rumah	

Sakit	 Umum	 Daerah	 R.A.	 Basoeni,	 Kabupaten	 Mojokerto	 Berdasarkan	 Ulasan	 di	 Google	 Maps	
Review.	 JMIAK:	 Jurnal	Manajemen	 Informasi	 dan	Administrasi	Kesehatan	Vol.	 7,	No.	 2,	 Bulan	
November	Tahun	2024,	hlm.	202-213.	

	
Mendrofa,	 Wetty	 Mayanora.;	 Simbolon,	 Pomarida.;	 Saragih,	 Pestaria.;	 Ginting,	 Nasipta.	 (2025),	

Relationship	between	Service	Quality	and	BOR	(Bed	Occupancy	Ratio)	Value	at	Medan	Adventist	
Hospital	2025.	 Jurnal	Kesehatan	Masyarakat	Perkotaan.	Volume	5,	No.	2;	September	2025	Hal	
387-397.	https://doi.org/10.37012/jkmp.v5i2.3061.	

	
Misniati.;	 Hartono,	 Budi.;	 Purnamawati,	 Dewi.;	 Thaha,	 A.	 Razak.;	 A’la,	 Abul.(2021).	 Analisis	 Kualitas	

Pelayanan	Terhadap	Peningkatan	Bor	Selama	Pandemi	Dirawat	Inap	Non-COVID	RSIJ	Cempaka	
Putih.	Muhammadiyah	Public	Health	Journal.	E-ISSN	:	2723-4266.	Vol.2,	No.1,	31	Juli	2021.	

Noviastuti,	 Nina.;	 &	 Noornadyatama,	 Aidinan.	 (2021).	 Analisis	 Sistem	 Informasi	 Akuntansi	 Pada	
Pencatatan	Occupancy	Di	Hotel	Grand	Malioboro	Yogyakarta.	Mabha	Jurnal	Volume	2	Nomor	2	
November	2021.	

	
Oliver,	Richard	L.	(2010).	Satisfaction	A	Behavioral	Perspectice	on	the	Consumer.	Routledge.	New	York.	
	
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.	
	
Pearce,	J.	A.;	&	Robinson,	R.	(2015).	Strategic	Management:	Strategic	Formulation	and	Implementation	

(3rd	ed.).	Richard	D.	Irwin	Inc.	U.S.A.	
	
Peraturan	 Menteri	 Pendayagunaan	 Aparatur	 Negara	 dan	 Reformasi	 Birokrasi	 No	 14	 Tahun	 2017.	

(2017).	 Pedoman	 Pengukuran	 Indeks	 Kepuasan	Masyarakat	 atas	 Pelayanan	 Publik.	 Menteri	
Pendayagunaan	Aparatur	Negara	dan	Reformasi	Birokrasi.	Jakarta.	

	
Pfeffer	 et	 al.	 (2018).	 Online	 Reputation	 Management	 [On-line]	 Available	 at	

https://pubmed.ncbi.nlm.nih.gov/31411447/.		
	
Pratama,	Teddy	Adya.;	Dharmasetiawan.;	Susanto,	Bayu	Fajar.	(2023).	Pengaruh	Kepuasan	Pelanggan	

Terhadap	Pendapatan	Usaha	Fresya	Jaya	Laundry	Di	Kelurahan	Tembikahan	Hulu	Kecamatan	
Tembilahan	Hulu.	Prodi	Manajemen	Fakultas	Ekonomi	dan	Bisnis	Universitas	Islam	Indragiri.	

	
Puspitasari,	Indah.;	Candi,	Cicilya.;	Bachtiar,	Adang.;	(2024).	Pengaruh	Perubahan	Strategi	Manajemen	

Terhadap	Capaian	Bed	Occupancy	Rate	(BOR)	Dan	Pendapatan	Rawat	Inap	Di	Rumah	Sakit	LNG	
Badak.	 Jurnal	 Ilmiah	 Indonesia	 p–ISSN:	 2541-0849.	 e-ISSN:	 2548-1398.	 Vol.	 9,	 No.	 12,	
Desember	2024.	

	
Putri,	 Anju	 Gracya	 Pramudita.	 (2022).	Analisis	 Faktor-Faktor	 yang	Memengaruhi	 Volume	 Penjualan	

pada	Perusahaan	Subsektor	Rokok	yang	Terdaftar	di	Bursa	Efek	 Indonesia.	 Jurnal	Akuntansi	
Volume	14,	Nomor	2,	November	2022,	pp	187-197.,	Program	Studi	Akuntansi,	Fakultas	Bisnis,	
Universitas	Kristen	Maranatha.	

	



 
Masterpiece Journal Society Service Insight 
e-ISSN: 3090-2185 Page: 632-650 
Volume 2, Issue 2 (2026) 

 

 
https://jurnal.amertainstitute.com/index.php/masterpiace/| Volume 2, Issue 2 (2026) 650 

 

Ramdhani,	Aris	Nur.;	Irsalina,	Siti.;	Chasanah,	Uswatun.	(2025).	Penggunaan	Google	Reviews	Sebagai	
Penilaian	Kepuasan	Pelanggan	Terhadap	Fasilitas	Kesehatan.	Jurnal	Ilmiah	Indonesia	p–ISSN:	
2541-0849	e-ISSN:	2548-1398	Vol.	10,	No.	8,	Agustus	2025.	

	
Rizqiawan,	Hendrik.;	Novianto,	Iful.;	Indrawati,	Trisa.	(2023).	Efektivitas	Google	Maps	Sebagai	Fungsi	

Promosi	dan	Media	EWOM	pada	Pelaku	Usaha	Kuliner	Surabaya.	 Jurnal	Orientasi	Bisnis	Dan	
Entrepreneursip.	https://doi.org/10.33476/jobs.v4i2.4139.	

	
Sangkot,	Hartaty	Sarma.;	Ogitalia,	Elda.;	Suryandari,	Endang	Sri	Dewi	Hastuti.;	Wijaya,	Avid.	(2024).	

Hubungan	Efisiensi	Bed	Occupancy	Rate	(BOR)	dengan	Kepuasan	Pasien	Rawat	Inap	di	RSUD	
Koesnadi	 Bondowoso.	 J-REMI	 :	 Jurnal	 Rekam	Medik	 dan	 Informasi	 Kesehatan.	 Vol.	 5,	No.	 2,	
Maret	 2024,	 hlm.	 168	 –	 176.	 EISSN:	 2721-866X.	 URL	 :	
https://publikasi.polije.ac.id/index.php/j-remi.	

	
Sudra,	Rano	Indradi.	(2010).	Statistik	rumah	sakit:	Dari	sensus	pasien,	grafik	Barber-Johnson	hingga	

statistik	 kematian,	 otopsi,	 Perpustakaan	 Nasional	 RI.	 Graha	 Ilmu.	
https://opac.perpusnas.go.id/DetailOpac.aspx?id=656174#.	

	
Sugiyono.	(2019,	2020,	2023).	Metode	Penelitian	Kuantitatif,	Kualitatif,	dan	R&D.	Bandung:	CV	Alfabeta.	
	
Sutrischastini,	Ary.;	Priyastiwi;	 Indarto,	Agung	 Jaya	 .;	 Sofiati;	 Linawati;	Gusti,	 Yenni	Kurnia.	 (2023).	

Tingkat	Kepuasan	Pengunjung	Puskesmas	Di	Kota	Yogyakarta.	Jurnal	Riset	Manajemen	Vol.	10,	
No.	2,	Juli	2023,	13	–	27	https://doi.org/10.32477/jrm.v10i2.669.	

	
Trenggono.	Patriot	Haryo.;	&	Bachtiar,	Adang.	(2025).	Evaluasi	Implementasi	Manajemen	Rumah	Sakit	

dalam	Upaya	Peningkatan	Rating	Google	Customer	Review	di	Rumah	Sakit	Karisma	Cimareme	
Tahun	2023:	Pendekatan	Teori	SERVQUAL	dan	Donabedian.	Jurnal	ARSI	:	Administrasi	Rumah	
Sakit	Indonesia.	

	
Wang,	T.;	Giunti,	G.;	Melles,	M.;	&	Goossens,	R.	(2022).	Digital	Patient	Experience:	Umbrella	Systematic	

Review.	Journal	of	Medical	Internet	Research,	24(8),	e37952.	DOI:	10.2196/37952	
	
Wheelen,	 T.	 L.;	 &	 Hunger,	 J.	 D.	 (2012).	 Strategic	 Management	 and	 Business	 Policy:	 Toward	 Global	

Sustainability	 (13th	 ed.).	 London:	 Pearson.	
http://books.google.com/books?id=J8YGhhK5keUC&pgis=1.	

	
Widanti,	Afrima.;	Abdillah,	Willy.;	Murni,	Trisna.	 (2022).	Pengaruh	Kualitas	Pelayanan	dan	Kepuasan	

Pelanggan	 Terhadap	 Niat	 Pembelian	 Ulang	 Pada	 Konsumen	 Hypermart.	 Jurnal	 Ilmiah	
Manajemen	 ISSN	 Volume	 17,	 No.2,	 Oktober	 2022:	 172-186.	 DOI:	
https://doi.org/10.33369/insight.17.2.172-186.	

	


