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BAB
PENDAHULUAN

Manusia merupakan kunci keberhasilan dari suatu
pembangunan (Utami & Suprapto, 2022). Untuk menciptakan
manusia yang berkualitas diperlukan suatu derajat kesehatan
manusia yang prima(Valeriani et al., 2020), sehingga dalam hal ini
mutlak diperlukan pembangunan kesehatan (Manzoor et al., 2019).
Untuk mendukung pencapaian pembagunan kesehatan (Moro
Visconti & Morea, 2020),

Saat ini, pemerintah menyediakan berbagai sarana Kesehatan
yang telah digunakan masyarakata, seperti Puskesma (Q. Wang et
al., 2021).. Puskesmas ini berperan sebagai garda terdepan dalam
memberikan pelayanan yang saat ini ditunggu oleh Masyarakat
(Purbandini et al., 2023), diantaranya kemudahan akses, kecepatan
pelayanan dan bagaimana pasien mendapatkan kepuasan yang
sesuai dengan apa yang diharapkan (Mengistu et al., 2021).

Di era globalisasi saat ini, teknologi berkembang sangat pesat
di berbagai bidang (Rumaolat et al., 2019), tidak terkecuali pada
bidang kesehatan (Mitalianti et al., 2022). Lembaga kesehatan terus
berkolaborasi untuk menciptakan layanan kesehatan yang berbasis
teknologi sehingga tidak terlambat untuk melakukan update
kebutuhan kesehatan dan pelayanan kesehatan yang baik bagi
masyarakat (Q. Aini et al., 2020). Setelah fenomena yang terjadi
pada tahun 2019-2022 yakni pandemi covid-19 masyarakat beralih
pada pelayanan yang berbasis digital (Ryan et al., 2020), akses
informasi serta konsultasi melalui jaringan internet dengan
memanfaatkan teknologi yang ada (Ramirez Molina et al., 2019).
Tentunya ketika hal ini sudah menjadi kebiasaan bagi masyarakat
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BAB
STATE OF THE

ART

Pertama, penelitian dari (K. Aini & Adlina, 2023) menjelaskan
kualitas pelayanan digital terhadap loyalitas terdapat korelasi
positif atau signifikan ketika kualitas pelayanan baik maka akan
meningkatkan loyalitas pelanggan, sebaliknya ketika kualitas
pelayanan digital buruk maka akan menurunkan tingkat loyalitas.
Sejalan dengan penelitian tersebut (Meisaroh et al., 2022)
menjelaskan bahwa kualitas pelayanan erat kaitannya dengan
peningkatan loyalitas, ketika pelaynanan yang diberikan sesuai
dengfan apa yang diinginkan pelanggan maka loyalitas pelanggan
terjaga, penelitian lain menjelaskan (Furinto & Tamara, 2023)
kualitas pelayanan digital memberikan efek posistif terhadap
peningkatan loyalitas pelanggan, pelanggan menginginkan suatu
pelayanan yang maksimal dan berkualitas maka pelanggan tersebut
akan loyal, (Gaotami et al., 2023) menjelaskan dalam penelitiannya
loyalitas tergantung pada kualitas pelayanan, pelaynan yang
berkualitas memberikan kepuasan sehingga mendorong pelanggan
untuk loyal dan penelitian dari (Famor Pratami et al., 2023)
menerangkan bahwa loyalitas terpengaruh pada kualitas pelaynan
yang baik. Tetapi pada penelitian (Wirapraja et al., 2021) dijelaskan
bahwa loyalitas pelanggan tergantung pada bagaimana sikap
pelanggan itu sendiri tidak tergantung pada bagaimana pelayanan
dan kepuasan yang didapatkan tetapi lebih cenderung pada
kebutuhan individu yang sesuai sehingga hasil penelitiannya tidak
signifikan.
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BAB
LOYALITAS

A. Aspek Loyalitas

Kotler dan Keller (Hasyim & Ali, 2022) menjelaskan
bahwa loyalitas sebagai komitmen yang dipegang untuk
membeli atau menggunakan kembali produk atau jasa yang
disukai di masa yang akan mendatang meskipun ada pengaruh
situasional dan tindakan atau upaya pemasaran untuk beralih
(Gaotami et al., 2023).

Loyalitas secara harafiah diartikan sebagai kesetiaan yang
muncul tanpa ada paksaan dari pihak manapun melainkan
karena kesadaran diri sendiri dan keinginan yang murni (Dayani
et al., 2022). Konsep loyalitas lebih menekankan pada perilaku
penggunaan kembali suatu produk atau jasa secara terus
menerus berdasarkan hasil pengalaman sebelumnya (Wagh,
2022).

Loyalitas didalamnya ada komitmen keadaan dimana
konsumen tidak mau beralih dalam penggunaan produk atau
jasa dalam kondisi apapun (Suhardi, 2021). Konsumen dengan
sukarela merekomendasikan produk atau jasa kepada orang lain
untuk ikut serta menggunakan produk atau jasa tersebut (Sari,
et al. 2020).

Loyalitas Pasien merupakan manifestasi kelanjutan dari
kepuasan pasien terhadap suatu pusat pelayanan kesehatan,
baik dari segi fasilitas kesehatan, pelayanan kesehatan serta
informasi yang didapat selama melakukan perawatan di sebuah
pusat kesehatan (Raka Sukawati, 2021). Loyalitas pasien
ditunjukkan dengan tindakan mereka melaukan pemeriksaan
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BAB
DIGITAL SERVICE

QUALITY

A. Aspek Kualitas Pelayanan Digital (Digital Service Quality)

Pelayanan publik yang efektif dan efisisen adalah
pelayanan yang cepat, berkualitas, mudah dan terukur (Staples
et al, 2022). Sehingga pemilihan pelayanan menggunakan
digital adalah salah satu pilihan tepat untuk meningkatkan
kualitas pelayanan (Uzir et al., 2023). Pelayanan mengguankan
jaringan internet membantu pelanggan mengakses dengan cepat
dimanapun kapanpun (Gietaneh et al., 2022).

Menurut Dodit & Dodit (Schierz et al., 2023) Internet
merupakan singkatan dari Interconnection Networking. Internet
berasal dari bahasa lain“Inter” yang berarti antara. Secara kata
perkata INTERNET berarti jaringan atau penghubung (Gémez-
Carmona et al., 2022). kesimpulan dari definisi internet ialah
merupakan hubungan antara berbagai jenis computer dan
jaringan di dunia yang berbeda system operasi maupun
aplikasinya dimana hubungan tersebut memanfaatkan
kemajuan komunikasi (telepon dan satelit) yang menggunakan
protocol standar dalam berkomunikasi yaitu protocol TCP atau
IP (Transmission Control or Internet Protocol) (Athavale et al.,
2023).

Internet merupakan sebuah jaringan global yang
terhubung dengan jaringan terkoneksi, media yang digunakan
dalam melakukan komunikasi secara efektif dan jangkauan yang
luas dengan waktu yang singkat (Shultz et al., 2023). Selain itu
internet merupakan jaringan komunikasi elektronik yang
menghubungkan komputer dengan fasilitas computer yang
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BAB
SECURITY OF

DIGITAL SYSTEM

A. Aspek Keamanan Sistem Digital (Security of Digital System)

System adalah sekumpulan elemen yang saling terkait
atau terpadu yang dimaksudkan untuk mencapai suatu tujuan
(Chattu et al., 2019). Sistem adalah suatu kumpulan atau
himpunan dari suatu unsur, komponen, atau variable yang
terorganisasi, saling berinteraksi, saling tergantung satu sama
lain dan terpadu (Kitsios et al., 2023).

System adalah kumpulan elemen yang berhubungan da
berinteraksi dalam suatu kesatuan yang saling berhubungan dan
berinteraksi dalam suatu kesatuan untuk menjalankan suatu
proses pencapaian suatu tujuan utama (Afthanorhan et al., 2019).
System adalah sebuah tatanan (keterpaduan) yang terdiri atas
sejumlah komponen fungsional (dengan satuan fungsi dan tugas
khusus) yang saling berhubungan dan secara bersama-bersama
bertujuan untuk memenuhi suatu proses tertentu (Chowdhury
etal., 2021).

Security of System Service adalah upaya menjaga informasi
dan berbagai ancaman yang mungkin terjadi, meminimalisir
resiko (Da Costa et al., 2020). Semua hal ini dilakuakn dengan
menggunakan sejumlah perangkat digital untuk mengontrol
keamanan data agar tidak bocor dan disalah gunakan oleh pihak
yang tidak bertanggung jawab (Moro Visconti & Morea, 2020).

Security Of Informations merupakan suatu bentuk
perlindungan terhadap unsur-unsur penting atau informasi
yang ada didalamnya termasuk integritas, kerahasiaan dan
ketersediaan tidak terkecuali hardwear untuk menyimpan dan
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BAB

A.

60

SATISFACTION

Aspek Kepuasan (Satisfaction)

Kata kepuasan (satisfactions) berasal dari kata “Statis”
(artinya cukup baik, memadai), dan “Facio” ( melakukan),
kepuasan pasien merupakan tingkat perasaan seseorang setelah
membandingkan (pelayanan atau hasil) yang dirasakan
dibandingkan dengan harapannya menurut (Nazarian-
Jashnabadi et al., 2023). Konsumen dapat mengalami salah satu
dari tiga tingkat kepuasan umum yaitu kalau kinerja di bawah
harapan, pasien akan merasa kecewa tetapi jika pelayanan sesuai
dengan harapan pasien akan merasa puas dan apa bila
pelayanan bisa melebihi harapan maka pasien akan merasakan
sangat puas (Uzir et al., 2023).

Kepuasan merupakan elemen pokok dalam pelayanan
kesehatan di pusat kesehatan public, kepuasan pasien adalah
respon atau tanggapan berupa perasaan dan penilaian terhadap
suatu pelayanan dimana harapan dan kebutuhannya terpenuhi
(Murry & Desselle, 2023). Kepuasan adalah tanggapan
emosional seseorang dalam menggambarkan hasil penilaian
terhadap suatu pelayanan yang didapat dengan harapan yang
diinginkan (Misransyah et al., 2023).

Kepuasan adalah suatu perbandingan antara apa yang
diharapkan dengan apa yang didapatkan, namun tidak semua
kepuasan diukur dengan nominal uang melainkan ketertarikan
seseorang dalam menggunakan jasa pelyanan karena telah
menilai pelyanan yang memuaskan dan membuat bangga
pelanggan yang menggunakan jasa pelayanan tersebut (Rusu et



DAFTAR PUSTAKA

Abdullahi, A. K., Mosanya, A. U., Bello, N., & Musa, M. K. (2023).
Evaluation of job satisfaction among pharmacists working in
public health facilities. Exploratory Research in Clinical and
Social Pharmacy, 12(September), 100338.
https:/ /doi.org/10.1016/j.rcsop.2023.100338

Afthanorhan, A., Awang, Z., Rashid, N., Foziah, H., & Ghazali, P. L.
(2019). Assessing the effects of service quality on customer
satisfaction. Management Science Letters, 9(1), 13-24.
https:/ /doi.org/10.5267/j.msl.2018.11.004

Agag, G. (2019). E-commerce Ethics and Its Impact on Buyer
Repurchase Intentions and Loyalty: An Empirical Study of
Small and Medium Egyptian Businesses. Journal of Business
Ethics, 154(2), 389-410. https:/ /doi.org/10.1007/s10551-017-
3452-3

Ahmad, N., Ullah, Z., Mahmood, A., Ariza-Montes, A., Vega-
Munoz, A., Han, H., & Scholz, M. (2021). Corporate social
responsibility at the micro-level as a “new organizational
value” for sustainability: Are females more aligned towards
it? International Journal of Environmental Research and Public
Health, 18(4), 1-14. https:/ /doi.org/10.3390/ijerph18042165

Aini, K., & Adlina, H. (2023). The Effect Of E-Service Quality And
Perceived Value On Customer Satisfation On The Use Of The
Halodoc Application In Medan City. Journal of Economics and
Business (JECOMBI), 3(03), 108-114.
https:/ /doi.org/10.58471 /jecombi.v3i03.52

Aini, Q., Suhita, B. M., & Anggraini, N. A. (2020). Analysis of Factors
that Influence the Stunting Event in Toddlers in Public Health
Center Gandusari Blitar District. Journal for Quality in Public
Health, 4(1), 242-247. https:/ / doi.org/10.30994 /jqph.v4i1.158

Akob, M., Yantahin, M., llyas, G. B., Hala, Y., & Putra, A. H. P. K.
(2021). Element of Marketing: SERVQUAL Toward Patient
Loyalty in the Private Hospital Sector. Journal of Asian Finance,

73



Economics and Business, 8(1), 419-430.
https:/ /doi.org/10.13106/jafeb.2021.vol8.n01.419

Akram, U., Fulop, M. T., Tiron-tudor, A., & Topor, D. 1. (2021).
Impact-of-digitalization-on-customers-wellbeing-in-the-pandemic-
period-Challenges-and-opportunities-for-the-retail-
industrylnternational-Journal-of-Environmental-Research-and-
Public-Health.pdf.

Akthar, N., Nayak, S., & Pai P, Y. (2023). Determinants of patient
satisfaction in Asia: Evidence from systematic review of
literature. Clinical Epidemiology and Global Health, 23(August),
101393. https://doi.org/10.1016/j.cegh.2023.101393

Al-Gasawneh, J. A., Anuar, M. M., Dacko-Pikiewicz, Z., & Saputra,
J. (2021). The impact of customer relationship management
dimensions on service quality. Polish Journal of Management
Studies, 23(2), 24-41.
https:/ /doi.org/10.17512/pjms.2021.23.2.02

Al-Khayyal, A., Alshurideh, M. T., Al Kurdi, B., & Aburayya, A.
(2020). The impact of electronic service quality dimensions on
customers’ e-shopping and e-loyalty via the impact of e-
satisfaction and e-trust: a qualitative approach. International
Journal of Innovation, Creativity and Change, 14(9), 257-281.

Aladwan, M. A,, Salleh, H. S., & Anuar, M. M. (2023). Patient Trust
and Its Impact on Patient Satisfaction and Loyalty. 44(4), 498-506.

Ali, B. J., Saleh, P. F., Akoi, S., Abdulrahman, A. A., Muhamed, A.
S., Noori, H. N., & Anwar, G. (2021). Impact of Service Quality
on the Customer Satisfaction: Case study at Online Meeting
Platforms. International Journal of Engineering, Business and
Management, 5(2), 65-77.
https://doi.org/10.22161/ijebm.5.2.6

Alshammare, G. I, Halim, M. S. B. A., & Alsheikh, G. A. A. (2022).
Online Booking Services Assisted By Technology To Improve
Customer Loyalty in Jordanian Five-Star Hotels. International

74



Journal  of Professional Business Review, 7(3), 1-15.
https:/ /doi.org/10.26668 /businessreview /2022.v7i3.0551

Alshrbaji, M., Mohammed, M., & Shamayleh, A. (2022). The Impact
of Total Quality Management and Perceived Service Quality
on Patient Satisfaction in Healthcare: A Systematic Review.
2022 Advances in Science and Engineering Technology
International Conferences, ASET 2022, April.
https:/ /doi.org/10.1109/ ASET53988.2022.9734872

Alshurideh, M. T. (2022). Does electronic customer relationship
management (E-CRM) affect service quality at private
hospitals in Jordan? Uncertain Supply Chain Management,
10(2), 325-332. https:/ /doi.org/10.5267 /j.uscm.2022.1.006

Altieri, M., Capuano, R., Bisecco, A., d’Ambrosio, A., Risi, M.,
Cavalla, P., Vercellino, M., Annovazzi, P., Zaffaroni, M., De
Stefano, N., Stromillo, M. L., D’Amico, E., Zanghi, A,
Buscarinu, M. C., Lanzillo, R., De Luca, G., Calabrese, M.,
Lorefice, L., Di Filippo, M., ... Gallo, A. (2023). Quality of care
provided by Multiple Sclerosis Centers during Covid-19
pandemic: Results of an Italian multicenter patient-centered
survey. Multiple Sclerosis and Related Disorders, 77(June),
104870. https:/ /doi.org/10.1016/j.msard.2023.104870

Altinay, L., Alrawadieh, Z., Tulucu, F., & Arici, H. E. (2023a).
Reprint of: The effect of hospitableness on positive emotions,
experience, and well-being of hospital patients. International
Journal of Hospitality Management, 112(November 2022),
103517. https://doi.org/10.1016/j.ijhm.2023.103517

Altinay, L., Alrawadieh, Z., Tulucu, F., & Arici, H. E. (2023b). The
effect of hospitableness on positive emotions, experience, and
well-being of hospital patients. International Journal of
Hospitality Management, 110(November 2022), 103431.
https:/ /doi.org/10.1016/j.ijhm.2023.103431

Anabila, P., Ameyibor, L. E. K., Allan, M. M., & Alomenu, C. (2022).
Service Quality and Customer Loyalty in Ghana’s Hotel
Industry: The Mediation Effects of Satisfaction and Delight.

75



Journal of Quality Assurance in Hospitality and Tourism, 23(3),
748-770. https:/ /doi.org/10.1080/1528008X.2021.1913691

Anagnostopoulou, S. C., Buhalis, D., & Manousakis, E. G. (2020).
Anagnostopoulou , S ., Buhalis , D ., Kountouri , I
Manousakis , E . and Tsekrekos, A . (2020 ), " The impact of
online reputation on hotel profitability ", International
Journal of Contemporary Hospitality Management, Vol . 32 (
1), pp . International Journal of Contemporary Hospitality

Management, 32(1), 20-39.

Anser, M. K., Tabash, M. I,, Nassani, A. A., Aldakhil, A. M., &
Yousaf, Z. (2023). Toward the e-loyalty of digital library users:
investigating the role of e-service quality and e-trust in digital
economy. Library Hi Tech, 41(4), 1006-1021.
https://doi.org/10.1108 /LHT-07-2020-0165

Anufriyeva, V., Pavlova, M., Chernysh (Stepurko), T., & Groot, W.
(2023). Satisfaction with primary health care in Ukraine in
2016-2020: A difference-in-differences analysis on repeated
cross-sectional data. Health Policy, 137(August), 104916.
https:/ /doi.org/10.1016/j.healthpol.2023.104916

Arboleda, A. M. (2023). Reprint of: Satisfaction with life and
perception of healthcare services. International Journal of
Hospitality Management, 112(May), 103516.
https:/ /doi.org/10.1016/].ijhm.2023.103516

Ardon, O., Labasin, M., Friedlander, M., Manzo, A., Corsale, L.,
Ntiamoah, P., Wright, J., Elenitoba-Johnson, K., Reuter, V. E.,
Hameed, M. R., & Hanna, M. G. (2023). Quality Management
System in Clinical Digital Pathology Operations at a Tertiary
Cancer Center. Laboratory investigation; a journal of technical
methods and pathology, 103(11), 100246.
https:/ /doi.org/10.1016/j.1abinv.2023.100246

Arndt, K. B., Schreder, H. M., Troelsen, A., & Lindberg-Larsen, M.
(2023). Patient-Reported Outcomes and Satisfaction 1 to 3
Years After Revisions of Total Knee Arthroplasties for
Unexplained Pain Versus Aseptic Loosening. Journal of

76



Arthroplasty, 38(3), 535-540.e3.
https://doi.org/10.1016/j.arth.2022.10.019

Asabea Addo, A., Wang, W., Dankyi, A. B., Abban, O.]., & Bentum-
Micah, G. (2020). Sustainability of Health Institutions: The
Impact of Service Quality and Patient Satisfaction on Loyalty.

European Journal of Business and Management Research, 5(4), 1-
7. https:/ /doi.org/10.24018 / ejbmr.2020.5.4.345

Asnawi, A. A, Awang, Z., Afthanorhan, A., Mohamad, M., &
Karim, F. (2019). The influence of hospital image and service
quality on patients’ satisfaction and loyalty. Management
Science Letters, 9(6), 911-920.
https://doi.org/10.5267/j.msl.2019.2.011

Athavale, P, Wong, R. ], Satre, D. D., Monto, A., Cheung, R., Chen,
J. Y, Batki, S. L., Ostacher, M. ], Snyder, H. R., Widiarto, B.
D., Oh, S. Y., Liao, M., Viviani, A. M. L., & Khalili, M. (2023).
Telehepatology Use and Satisfaction among Vulnerable
Cirrhosis Patients Across Three Healthcare Systems in the
Coronavirus Disease Pandemic Era. Gastro Hep Advances.
https://doi.org/10.1016/j.gastha.2023.11.006

Azhani Pricillia, & Thayib Hasroel Moh. (2019). Pemberdayaan
Masyarakat Melalui Ekowisata Mangrove. Batara Wisnu
Journal : Indonesian Journal of Community Services, 3(2), 1.

Bagur-Femenias, L., Perramon, J., & Oliveras-Villanueva, M. (2019).
Effects of service quality policies in the tourism sector
performance: An empirical analysis of Spanish hotels and
restaurants. Sustainability (Switzerland), 11(3).
https://doi.org/10.3390/su11030872

Barusman, A. R. P. (2019). The effect of security, service quality,
operations and information management, reliability
&trustworthiness on e-loyalty moderated by customer
satisfaction on the online shopping website. International
Journal of Supply Chain Management, 8(6), 586-594.

77



Basrowi;, Asriani, & Purwaningsih, E. (2019). Royalty for the License
of Intellectual Property Rights. Al-Maslahah: Jurnal Ilmu

Syariah, 15(1), 57-72.
urnaliainpontianak.or.id/index.php/ Almaslahah/article/vi
ew /1400

Basrowi. (2012). Dimensi Sosiologi Sekolah Berkeadilan Menurut
Perspektif Masyarakat Pendidikan (Studi Kasus di Kota
Makasar dan Kabupaten Bulukumba). Jurnal Ekonomi dan
Pendidikan, 4file:///C(1), 1-14.
https:/ /doi.org/10.21831/jep.v4il.614

Basrowi. (2019a). Analisis Aspek Dan Upaya Perlindungan
Konsumen Fintech Syariah. Lex Librum : Jurnal Ilmu Hukum,

5(2), 959-980.
https:/ /lexlibrum.id/index.php/lexlibrum/article/ view /13
4

Basrowi. (2019b). Effect of Length of Stay Abroad and the Salary
Level to the Total of Remittances of Migrant Workers.
International Journal of Economics, Business and Management
Studies, 6(1), 87-95. https:/ /doi.org/10.20448/802.61.87.95

Basrowi, Ali, H.,, & Suyanto, T. (2022a). Customer Satisfaction
Modelling of The Indonesia. International Journal of Science and
Applied Science: Conference Series P-ISSN, 6(2), 2549-4635.
https://doi.org/10.20961/ijsascs.v6i2.74091

Basrowi, & Ali, J. (2022). Customer Satisfaction in Mediation The
Influence of Service Quality and Customer Loyalty.
ICOSTELM 2022, 28944-28949.
https://doi.org/10.4108/ eai.4-11-2022.2328944

Basrowi, Ali, J. haji, & Suyanto, T. (2022b). Customer Loyalty Of
Sharia Bank: Analysis Of Customer Satisfaction Level.
NeuroQuantology, 20(August), 8328-8341.
https://doi.org/10.14704/nq.2022.20.10.NQ55820

78



Basrowi, B., Ali, J. H., & Suyanto, T. (2022c). the Customer Loyalty
Research Trends: Bibliometry Analysis. National Conference on
Applied Business, Education, & Technology (NCABET), 2(1), 1-
14. https:/ /doi.org/10.46306/ncabet.v2i1.60

Basrowi, B., Noviarita, H., & Hayati, M. (2019). Financial
Technology And Financial Inclusions In Indonesia.
ICSTIAMI, Jakarta, Indonesia, July 17-18.
https://doi.org/10.4108/ eai.17-7-2019.2301673

Basrowi, B., & Suryanto, T. (2020). Sharia Banking Sustainability:
Instrument Development of Islamic Banking Sustainability.
ICETLAWBE, September(Bandar Lampung, Indonesia).
https:/ /doi.org/10.4108/ eai.26-9-2020.2302736

Basrowi, B., & Utami, P. (2021). Al-Musahamah Akad Mechanism
In Joint-Stock Company: A Contemporary Study Of Share
Diksi. IQTISHADUNA: Jurnal llmiah Ekonomi Kita, 10(1), 19-
31. https:/ /doi.org/10.46367/iqtishaduna.v10i1.311

Basrowi, B., Utami, P., Alj, J., & Salleh, M. S. (2021). Supply Chains
In Indonesia Facing Virus Corona (COVID-19): Models
Innovation And Obstacles Faced. Bina Bangsa International
Journal  of Business and Management, 1(1), 1-12.
https:/ /doi.org/10.46306/bbijbm.v1il.1

Basrowi, B., Yusuf, F. A, & ... (2023). Peningkatan Gairah Umkm
Pasca Covid-19 Di Desa Adat Baduy. Batara Wisnu ..., 3(2),
272-278. http:/ /batarawisnu.gapenas-
publisher.org/index.php/home/ article/view /179 %0Ahttp:
/ /batarawisnu.gapenas-
publisher.org/index.php/home/article/download /179/171

Basrowi, & Elia, A. (2023). Revitalizing the Livelihoods of Kahayan
River Communities: Exploring the Determinants of Income
Increase. Shirkah: Journal of Economics and Business, Vol 8, No 2
(2023), 189-201. http:/ /shirkah.or.id /new-
ojs/index.php/home/article/view/624/174

79



Basrowi, Ichwan, A., Rohmah, R. N., & Utami, P. (2019). Strategy for
Increasing Banking Profitability Listed in Indonesia Stock
Exchange. International Journal of Economics, Business and
Management Studies, 6(1), 159-164.
https://doi.org/10.20448/802.61.159.164

Basrowi, & Meida, E. (2019). Analysis of Operational Management
Functions of MSMEs in Indonesia. American Journal of Social
Sciences and Humanities, 4(1), 138-150.
https:/ /doi.org/10.20448/801.41.138.150

Basrowi, Nugroho, N., Purwaningsih, E., Nurkholifah, A. E,,
Fitriani, E., Muti'a, E.,, Juwita, & Nurjanah, A. (2023).
Penerapan Metode CIBEST Bagi Santri PP Al-Mubarok
Dalam Rangka Deradikalisasi. Batara Wisnu Journal:
Indonesian Journal of Community Services, 3(2), 495-502.

Brzakovic, A., Brzakovic, T., Karabasevic, D., & Popovic, G. (2021).
Empirical analysis of the influence of digital marketing
elements on service quality variables in the small-and
medium-sized enterprises sector in the republic of Serbia.
Sustainability (Switzerland), 13(18).
https://doi.org/10.3390/su131810264

Cadek, M., Tauber, S., Lawrence, B. J., & Flint, S. W. (2023). Effect of
health-care professionals’ weight status on patient
satisfaction and recalled advice: a prospective cohort study.
eClinicalMedicine, 57, 1-11.
https:/ /doi.org/10.1016/j.eclinm.2023.101855

Cant, R, Gazula, S., & Ryan, C. (2023). Predictors of nursing student
satisfaction as a key quality indicator of tertiary students’
education experience: An integrative review. Nurse Education
Today, 126(December 2022), 105806.
https://doi.org/10.1016/j.nedt.2023.105806

Chandra, A., & Henriette Pattyranie Tan, P. (2022). Analysis of
Factors Affecting E-Loyalty With E-Trust and E-Satisfaction
as Mediation Variables on Halodoc Application Users in

80



Indonesia. Quantitative Economics and Management Studies,
3(6), 983-997. https:/ /doi.org/10.35877 / 454ri.qems1272

Chang, C., Tseng, T. H., & Woodside, A. G. (2013). Configural
algorithms of patient satisfaction, participation in
diagnostics, and treatment decisions” influences on hospital
loyalty. Journal of Services Marketing, 27(2), 91-103.
https:/ /doi.org/10.1108/08876041311309225

Chattu, V. K., Nanda, A., Chattu, S. K., Kadri, S. M., & Knight, A. W.
(2019). The emerging role of blockchain technology
applications in routine disease surveillance systems to
strengthen global health security. Big Data and Cognitive
Computing, 3(2), 1-10. https:/ /doi.org/10.3390/bdcc3020025

Chowdhury, S. R, Sunna, T. C., & Ahmed, S. (2021). Telemedicine
is an important aspect of healthcare services amid COVID-19
outbreak: Its barriers in Bangladesh and strategies to
overcome. International Journal of Health Planning and
Management, 36(1), 4-12. https:/ /doi.org/10.1002/hpm.3064

Chrysohoou, C., Tsamadias, V., Kariori, M., Baroutidou, A,
Gerovassilis, G., Akalestos, A., A Ziakas, Votis, K., K Tsioufis,
& Giannakoulas, G. (2023). Evaluation of the usability of the
digital platform navigator KardioUp for the journey of
patients with chronic heart failure. Hellenic Journal of
Cardiology, XXXX, 1-7.
https:/ /doi.org/10.1016/.hjc.2023.06.001

Cook, C., & Baxendale, S. (2022). Preoperative predictors of
postoperative satisfaction with surgery. Epilepsy and Behavior,
129, 108612. https:/ /doi.org/10.1016/j.yebeh.2022.108612

Da Costa, C. B., Peralta, F. D. S., & Ferreira De Mello, A. L. S. (2020).
How Has Teledentistry Been Applied in Public Dental Health

Services? An Integrative Review. Telemedicine and e-Health,
26(7), 945-954. https:/ /doi.org/10.1089/tm;j.2019.0122

81



Daniel, S., & Basrowi, B. (2022). The Role of Community Learning
Centers for Sustainable Development In a Disadvantaged
Village during the COVID-19 Pandemic. Journal of Positive

School Psychology, 6(5), 2118-2130.
https:/ /www journalppw.com/index.php/jpsp/ article/do
wnload /6277 /4122

Dayani, A., Agung Kresnamurti Rivai, & Shandy Aditya. (2022). The
Impact of E-Service Quality and Brand Trust on Repurchase
Intention with Customer Satisfaction as Intervening for

Telemedicine Application Users. Jurnal Dinamika Manajemen
Dan Bisnis, 5(2), 35-56. https:/ /doi.org/10.21009/jdmb.05.2.3

Dermawan, D., Hunainah, H., Suseno, B. D., & Basrowi, B. (2021).
Islamic Bank Asset Growth: Predictive Assessment Toward
Dominant Variables Affecting. Jurnal Ekonomi dan Bisnis Islam

(Journal of Islamic Economics and Business), 7(2), 267.
https:/ /doi.org/10.20473 /jebis.v7i2.26732

Elia, A., & Basrowi, B. (2023). Revitalizing the Livelihoods of
Kahayan River Communities: Exploring the Determinants of
Income Increase. Shirkah: Journal of Economics and Business,
8(2), 189-201. https:/ /doi.org/10.22515/shirkah.v8i2.624

Elia, A., Basrowi, & Chinnasari, B. (2016). How does the government
improve the competitiveness of SMEs? lesson learned from
Thailand. In Jurnal Penelitian Pendidikan Guru Sekolah Dasar
(Vol. 6, Nomor August).

Ernawati, K., Nugroho, B. S,, Suryana, C., Riyanto, A., & Fatmawati,
E. (2022). Advantages of Digital Applications in Public Health
Services on Automation Era. International journal of health
sciences, 6(1), 174-186.
https://doi.org/10.53730/ijhs.v6n1.3684

Fahsya, 1, & Basrowi, B. (2016). Dampak Ilegal Mining
Pertambangan Emas di Citorek Kidul Kabupaten Lebak
Banten. Jurnal Penelitian Pendidikan Guru Sekolah Dasar,
6(August), 128.

82



Fajar, Gafur, R., Muhatta, Jasmine, V.]., Zaki, H. I, Riki, T., Juariyah,
S., Heryadi, A., Baihaki, Basrowi, & Yusuf, F. A. (2023).
Pemberdayaan Pelaku UMKM Kerajinan Anyaman Bambu.
Batara Wisnu Journal: Indonesian Journal of Community Services,
3 No 2(2), 340-345.

Famor Pratami, J., Gaffar, V., Dewi Dirgantari, P., Furqon, C., &
Maryati, M. (2023). Managing patient loyalty through digital
patient experience. Journal of Eastern European and Central
Asian Research (JEECAR), 10(4), 620-629.
https://doi.org/10.15549/jeecar.v10i4.1356

Fared, A., Darmawan, D., & Khairi, M. (2021). Contribution of E-
Service Quality to Repurchase Intention with Mediation of
Customer Satisfaction: Study of Online Shopping Through
Marketplace. Journal of Marketing and Business Research, 1(2),
93-106. https:/ /doi.org/10.56348 / mark.v1i2.37

Fatonah, S. (2019). The role of mediation of customer satisfaction in
service quality relationship on hospital patient loyalty in
Indonesia. International Journal of Supply Chain Management,
8(4), 72-78.

Favaretto, M., Shaw, D., De Clercq, E., Joda, T., & Elger, B. S. (2020).
Big data and digitalization in dentistry: A systematic review
of the ethical issues. International Journal of Environmental
Research and Public Health, 17(7).
https:/ /doi.org/10.3390/ijerph17072495

Ferreira, J.,, Patel, P., Guadagno, E., Ow, N., Wray, J., Emil, S, &
Poenaru, D. (2023). Patient experience or patient satisfaction?
A systematic review of child- and family-reported experience
measures in pediatric surgery. Journal of Pediatric Surgery,
58(5), 862-870.
https://doi.org/10.1016/j.jpedsurg.2023.01.015

Freund, J., Buntrock, C., Braun, L., Thielecke, J., Baumeister, H.,
Berking, M., Ebert, D. D., & Titzler, 1. (2022). Digital
prevention of depression for farmers? A qualitative study on
participants’” experiences regarding determinants of

83



acceptance and satisfaction with a tailored guided internet
intervention program. Internet Interventions, 29(August),
100566. https:/ /doi.org/10.1016/].invent.2022.100566

Furinto, A., & Tamara, D. (2023). E-Service Quality In Digital Health
Applications. 1809-1817.
https://doi.org/10.46254/5a03.20220361

Gafur, R, Setiawan, 1., Gunawan, L., Lutfi, A. S., & Basrowi. (2023).
Osialisasi  Pentingnya  Vitamin A Untuk  Optimalisasi
Pertumbuhan Balita. 3(2), 346-351.

Gaotami, E., Suryadi, N., & Hapsari, R. D. V. (2023). The Effect of E-
Service Quality and E-Perceived Value on E-Customer
Loyalty with E-Convenience as a Mediating Variable. Journal
of Social Research, 2(8), 2433-2442.
https:/ /doi.org/10.55324 /josr.v2i7.1201

Gautam, A., Chirputkar, A., & Pathak, P. (2022). Opportunities and
challenges in the application of Artificial Intelligence-based
technologies in the healthcare Industry. International
Interdisciplinary Humanitarian Conference for Sustainability,
IIHC 2022 - Proceedings, 1521-1524.
https:/ /doi.org/10.1109/1IHC55949.2022.10059767

Gietaneh, W., Alle, A., Alene, M., Agazhe Assemie, M., Simieneh,
M. M., & Birhanu, M. Y. (2022). Quality disparity in terms of
clients’ satisfaction with selected exempted health care
services provided in Ethiopia: Meta-analysis. Health Policy
OPEN, 3(February), 0-6.
https://doi.org/10.1016/j.hpopen.2022.100068

Go6mez-Carmona, D., Paramio, A., Cruces-Montes, S., & Marin-
Duenas, P. P. (2022). Impact of COVID-19 prevention
measures on health service quality, perceived value and user
satisfaction. A structural equation modelling (SEM)
approach. Atencion Primaria, 54(2).
https://doi.org/10.1016/j.aprim.2021.102178

84



Giil, 1., Helvacioglu, E. T., & Saragli, S. (2023). Service quality,
outpatient satisfaction and loyalty in community pharmacies
in Turkey: A structural equation modeling approach.

Exploratory Research in Clinical and Social Pharmacy, 12(July).
https:/ /doi.org/10.1016/j.rcsop.2023.100361

Habiburrahman, R., Basrowi, B., & ... (2023). Pengembangan Media
Pembelajaran Menggunakan Smart App Creator Berbasis
Android Pada Mata Pelajaran TIK di SMPN 12 Cilegon. ...
Pendidikan dan Ilmu e 14), 95-105.
https:/ /jurnal.itbsemarang.ac.id /index.php/JUPENDIS/ art
icle/view/873%0Ahttps:/ /jurnal.itbsemarang.ac.id/index.p
hp/JUPENDIS/ article/ download /873 /814

Handayani, D. F. R, PA, R. W., & Nuryakin, N. (2021). The influence
of e-service quality, trust, brand image on Shopee customer
satisfaction and loyalty. Jurnal Siasat Bisnis, 25(2), 119-130.
https:/ /doi.org/10.20885/jsb.vol25.iss2.art3

Handayani, P. W., Gelshirani, N. B., Azzahro, F., Pinem, A. A, &
Hidayanto, A. N. (2020). The influence of argument quality,
source credibility, and health consciousness on satisfaction,
use intention, and loyalty on mobile health application use.
Informatics in Medicine Unlocked, 20, 100429.
https:/ /doi.org/10.1016/j.imu.2020.100429

Hardianto, A. M., Suheli, Urhayana, C., Sidik, S., Wibisono, Y., Mus,
A. M., Eva, M., Basrowi, & Suseno, B. (2023). Pola Berfikir
Inovasi UMKM Sindang Heula ( Keramahan Lokal
Masyarakat Kabupaten Serang Banten ). Batara Wisnu Journal:
Indonesian Journal of Community Services, 3(2), 361-367.

Hasyim, U., & Ali, H. (2022). Reuse Intention Models Through
Customer Satisfaction During The Covid-19 Pandemic:
Cashback Promotion and E-Service Quality Case Study: Ovo
Electronic Money in Jakarta. Dinasti International Journal of
Digital Business Management, 3(3), 440-450.

85



Hatane, S. E., Prasetyo, W., Tandean, E. C., Regina, M., & Hatane, S.
E. (2019). Proceedings of the International Conference on
Tourism, Economics, Accounting, Management, and Social

Science. Advances in Economics, Business and Management
Research, 103, 265-272.

Haxhihamza, K., Arsova, S., Bajraktarov, S., Kalpak, G., Stefanovski,
B., Novotni, A., & Milutinovic, M. (2021). Patient Satisfaction
with Use of Telemedicine in University Clinic of Psychiatry:
Skopje, North Macedonia during COVID-19 Pandemic.
Telemedicine and e-Health, 27(4), 464-467.
https://doi.org/10.1089/tmj.2020.0256

Hendriawan, N. K., Basrowi, B., & Rahmadani, K. (2023).
Pengembangan Media Pembelajaran Aplikasi Kodular pada
Mata Pelajaran Teknologi Informasi dan Komunikasi Kelas X
di SMK Pasudan 1 Kota Serang. JIIP - Jurnal llmiah Ilmu
Pendidikan, 6(12), 10491-10495.
https:/ /doi.org/10.54371/jiip.v6i12.2927

Hussain, A., Asif, M., Jameel, A., & Hwang, J. (2019). Measuring
OPD patient satisfaction with different service delivery
aspects at public hospitals in Pakistan. International Journal of
Environmental ~ Research  and  Public ~ Health, 16(13).
https://doi.org/10.3390/ijerph16132340

Indayani, L., Sumartik, Hanum, G. R., Adinda, T. P., & Viranti, A. E.
(2022). E Service Quality, Trust and Satisfaction on Consumer
Loyalty at Hospital. Procedia of Sciences and Humanities,
0672(c), 1161-1165.

Indrasari, A., Nadjmie, N., & Endri, E. (2022). Determinants of
satisfaction and loyalty of e-banking users during the
COVID-19 pandemic. International Journal of Data and Network
Science, 6(2), 497-508.
https://doi.org/10.5267/].ijjdns.2021.12.004

Juanto, A., & Umalihayati, B. (2023). Pelatihan peningkatan
administrasi pemerintahan bagi aparatur desa di desa janaka
kecamatan jiput. 4(2), 5360-5364.

86



Juhana, D., Manik, E., Febrinella, C., & Sidharta, 1. (2015). Empirical
study on patient satisfaction and patient loyalty on public
hospital in Bandung, Indonesia. International Journal of Applied
Business and Economic Research, 13(6), 4305-4326.

Juwaini, A., Chidir, G., Novitasari, D., Iskandar, J., Hutagalung, D.,
Pramono, T., Maulana, A., Safitri, K., Fahlevi, M., Sulistyo, A.
B., & Purwanto, A. (2022). The role of customer e-trust,
customer e-service quality and customer e-satisfaction on
customer e-loyalty. International Journal of Data and Network
Science, 6(2), 477-486.
https://doi.org/10.5267/].ijjdns.2021.12.006

Karamat, ]., Shurong, T., Ahmad, N., Afridi, S, Khan, S, &
Mahmood, K. (2019). Promoting healthcare sustainability in
developing countries: Analysis of knowledge management
drivers in public and private hospitals of Pakistan.
International Journal of Environmental Research and Public
Health, 16(3), 1-24. https:/ / doi.org/10.3390/ijerph16030508

Kee, D., Verma, H., Tepper, D. L., Hasegawa, D., Burger, A. P, &
Weissman, M. A. (2024). Patient Satisfaction With
Telemedicine Among Vulnerable Populations in an Urban
Ambulatory Setting. Mayo Clinic Proceedings: Digital Health,
2(1), 8-17. https:/ /doi.org/10.1016 /j.mcpdig.2023.11.004

Khalique, F., Khan, S. A., & Nosheen, L. (2019). A Framework for
Public Health Monitoring, Analytics and Research. IEEE
Access, 7, 101309-101326.
https:/ /doi.org/10.1109/ ACCESS.2019.2930730

Khan, Z. H., Siddique, A., & Lee, C. W. (2020). Robotics utilization
for healthcare digitization in global COVID-19 management.
International Journal of Environmental Research and Public
Health, 17(11). https:/ /doi.org/10.3390/ijerph17113819

Kim, E.,, Kim, M., & Kyung, Y. (2022). A Case Study of Digital
Transformation: Focusing on the Financial Sector in South
Korea and Overseas. Asia Pacific Journal of Information Systems,

87



3203), 537-563.
https://doi.org/10.14329/ APJIS.2022.32.3.537

Kitsios, F., Stefanakakis, S., Kamariotou, M., & Dermentzoglou, L.
(2023). Digital Service Platform and Innovation in Healthcare:
Measuring Users” Satisfaction and Implications. Electronics
(Switzerland), 12(3).
https:/ /doi.org/10.3390/ electronics12030662

Kolasa, K., & Kozinski, G. (2020). How to value digital health
interventions? A systematic literature review. International
Journal of Environmental Research and Public Health, 17(6).
https://doi.org/10.3390/ijerph17062119

Komariah, K, & Basrowi, B. (2022). Lika Liku Ojek Online
Mendapatkan Point Dan Coin Di Tengah Maraknya
Transportasi ~ Digital. ~ Media  Ekonomi,  21(2), 73.
https://doi.org/10.30595/ medek.v21i2.11070

Kosasihl, Vivi Avionica2, W. O., & Received: (2022). Analysis of the
Impact of Company Image and Service Quality on Patient
Loyalty Through Patient Satisfaction as Intervening
Variables. International Journal of Education, Information
Technology and Others (IJEIT), 5(August), 139-152.

Krieger, N. (2020). ENOUGH: COVID-19, structural racism, police
brutality, plutocracy, climate change-and time for health
justice, democratic governance, and an equitable, sustainable
future. American Journal of Public Health, 110(11), 1620-1623.
https:/ /doi.org/10.2105/ AJPH.2020.305886

Kulsum, U., Yanuar, T., & Syah, R. (2018). The Effect of Service
Quality on The Patient Satisfaction. International Journal of
Modern Trends in Engineering & Research, 5(6), 34-36.
https:/ /doi.org/10.21884/ijmter.2018.5167 hzts;j

Kurniawati, T., Suparmoko, M., Nuryanto, U. W., Suseno, B. D., &
Basrowi, B. (2023). Effect of Business Climate on
Entrepreneurial Behavior and Its Implications for
Performance in Culinary Micro Enterprises, Serang Regency.

88



International Journal Of Education, Social Studies, And
Management (IJESSM), 3(1), 126-134.
https:/ /doi.org/10.52121 /ijessm.v3i1.144

La, V. P, Pham, T. H,, Ho, M. T., Nguyen, M. H., Nguyen, K. L. P,,
Vuong, T. T., Nguyen, H. K. T, Tran, T., Khuc, Q., Ho, M. T,
& Vuong, Q. H. (2020). Policy response, social media and
science journalism for the sustainability of the public health
system amid the COVID-19 outbreak: The vietham lessons.
Sustainability (Switzerland), 12(7).
https://doi.org/10.3390/su12072931

Li, F., Lu, H., Hou, M., Cui, K., & Darbandi, M. (2021). Customer
satisfaction with bank services: The role of cloud services,
security, e-learning and service quality. Technology in Society,
64(December 2020), 101487.
https://doi.org/10.1016/j.techsoc.2020.101487

Lillo, M. De, & Ferguson, H. J. (2022). Kent Academic Repository.
European Journal of Social Psychology, 40(2), 366-374.

Liu, S, Li, G, Liu, N., & Hongwei, W. (2021). The Impact of Patient
Satisfaction on Patient Loyalty with the Mediating Effect of
Patient Trust. Inquiry (United States), 58.
https:/ /doi.org/10.1177/00469580211007221

Lou, Z., Vivas-Valencia, C., Shields, C. G., & Kong, N. (2022).
Examining how physician factors influence patient
satisfaction during clinical consultations about cancer
prognosis and pain. PEC Innovation, 1(January), 100017.
https:/ /doi.org/10.1016/j.pecinn.2022.100017

Lova, A. N., & Haryono, G. (2023). Purchase Determinants Of
Customer Loyalty: The Mediating Effect Of E-Trust In E-
Commerce. Journal of Scientific Research, Education, and
Technology (JSRET), 2(3), 1024-1036.
https:/ /doi.org/10.58526/jsret.v2i3.192

89



Lubis, R., & Atin, S. (2020). E-service quality of hospital to measure
patient satisfaction. Journal of Engineering Science and
Technology, 15, 21-27.

Mabhsyar, S., & Surapati, U. (2020). Effect of Service Quality and
Product Quality on Customer. International Journal of
Economics, Business and Accounting Research (IJEBAR), 4(1),
204-211.

Maki, O., Alshaikhli, M., Gunduz, M., Naji, K. K., & Abdulwahed,
M. (2022). Development of Digitalization Road Map for
Healthcare Facility Management. IEEE Access, 10, 14450-
14462. https:/ /doi.org/10.1109/ ACCESS.2022.3146341

Manyazewal, T. Woldeamanuel, Y. Getinet, T., Hoover, A,
Bobosha, K., Fuad, O., Getahun, B., Fekadu, A., Holland, D.
P., & Marconi, V. C. (2023). Patient-reported usability and
satisfaction with electronic medication event reminder and
monitor device for tuberculosis: a multicentre, randomised
controlled trial. eClinicalMedicine, 56, 101820.
https://doi.org/10.1016/j.eclinm.2022.101820

Manzoor, F., Wei, L., Hussain, A., Asif, M., & Shah, S. (2019). Patient
satisfaction with health care services; an application of
physician’s behavior as a moderator. International Journal of
Environmental Research and Public Health [revista en
Internet] 2019 [acceso 20 de octubre de 2022]; 16(18): 1-16. Int
J Environ Res Public Health, 1-16.

Martati, I., Suminto, S., Kusrihandayani, D., & Wulansari, K. (2022).
Analysis of WhatsApp Users” Consumer Satisfaction and
Loyalty During The Covid-19 Pandemic in Samarinda.
Proceedings of the International Conference on Applied Science and
Technology on Social Science 2021 (iCAST-SS 2021), 647, 528-
534. https:/ /doi.org/10.2991/assehr.k.220301.087

Martinez-Pérez, C., Villa-Collar, C., Santodomingo-Rubido, J., &
Wolffsohn, J. S. (2024). Strategies and attitudes on the
management of myopia in clinical practice in Spain - 2022

90



update. Journal of Optometry, 17(1).
https://doi.org/10.1016/j.0ptom.2023.100496

Marwanto, I. G. G. H., Basrowi, & Suwarno. (2020). The Influence of
Culture and Social Structure on Political Behavior in the
Election of Mayor of Kediri Indonesia. International Journal of
Advanced Science and Technology, 29(05 SE-Articles), 1035-
1047.
http:/ /sersc.org/journals/index.php/IJAST/article/view /9
759

Maynard, D. da C,, Vidigal, M. D., Farage, P., Zandonadi, R. P,,
Nakano, E. Y., & Botelho, R. B. A. (2020). Environmental,
social and economic sustainability indicators applied to food

services: A systematic review. Sustainability (Switzerland),
12(5), 1-19. https:/ / doi.org/10.3390/su12051804

Meisaroh, F., Sudarmiatin Sudarmiatin, & Agus Hermawan. (2022).
the Effect of E-Service Quality on Repurchase Intention
Through E-Trust and E-Satisfaction (Study of B2B Emos
Marketplace’S User in Malang). Journal of Management and
Informatics, 1(3), 07-15.
https:/ /doi.org/10.51903 /jmi.v1i3.142

Mengistu, M., Taye, G., Ayele, W., Habtamu, T., & Biruk, E. (2021).
Assessment of routine health information utilization and its
associated factors among Health Professionals in Public
Health Centers of Addis Ababa, Ethiopia. Ethiopian Journal of
Health Development, 35(Special Issue 1), 05-14.

Meri, A., Hasan, M. K., Danaee, M., Jaber, M., Jarrar, M., Safei, N.,
Dauwed, M., Abd, S. K., & Al-bsheish, M. (2019).
Corrigendum to “Modelling the utilization of cloud health
information systems in the Iraqi public healthcare sector”
[Telematics and  Informatics, 36  (2019)  132-
146](S0736585318304465)(10.1016/j.tele.2018.12.001).
Telematics and Informatics, 39(November 2018), 101.
https:/ /doi.org/10.1016/j.tele.2019.03.004

91



Miao, M., Jalees, T., Zaman, S. 1., Khan, S., Hanif, N. ul A., & Javed,
M. K. (2022). The influence of e-customer satisfaction, e-trust
and perceived value on consumer’s repurchase intention in
B2C e-commerce segment. Asia Pacific Journal of Marketing and
Logistics, 34(10), 2184-2206.
https://doi.org/10.1108/ APJML-03-2021-0221

Misransyah, Risal, S., Khariry, M., Asmawatiy, C., Saputra, R. W.,
Sulandjari, S., & Elizabeth, R. (2023). Building trust through
quality of service mediated with satisfaction to acceptors of
family planning in the province of South Kalimantan. Heliyon,
9(2), €13142. https:/ /doi.org/10.1016/j.heliyon.2023.e13142

Mitalianti, F., Soetomo, S., & Zaman, M. K. (2022). Household Waste
Management in Buluh Cina Tourism Village Area Public
Health Center Pangkalan Baru District , Kampar Regency ,
2022. Budapest International Research and Critics Institute-
Journal (BIRCI-Journal), 5(3), 28451-28458.
https:/ /doi.org/10.33258 / birci.v5i3.6931

Mofokeng, T. E. (2022). An empirical study stepping towards
ethnographic research for e-commerce websites: A
perspective of user-centred design. African Journal of Science,
Technology, Innovation and Development, 14(5), 1337-1355.
https:/ /doi.org/10.1080/20421338.2021.1958987

Moro Visconti, R., & Morea, D. (2020). Healthcare Digitalization and
Pay-For-Performance Incentives in Smart Hospital Project
Financing. In International Journal of Environmental Research
and Public Health (Vol. 17, Nomor 7).
https:/ /doi.org/10.3390/ijerph17072318

Muharam, H., Chaniago, H., Endraria, E., & Harun, A. Bin. (2021).
E-Service Quality, Customer Trust and Satisfaction: Market
Place Consumer Loyalty Analysis. Jurnal Minds: Manajemen
Ide dan Inspirasi, 8(2), 237.
https:/ /doi.org/10.24252 /minds.v8i2.23224

92



Miihlbacher, A., & Stolk, E. (2023). Patient-Reported Satisfaction,
Experiences, and Preferences: Same but Different? Value in
Health, 26(1), 1-3. https:/ /doi.org/10.1016/j.jval.2022.10.005

Munawir, A., & Basrowi, B. (2023). Peran Kedisiplinan dalam
Memediasi Pembelajaran Organisasi terhadap Kinerja
Karyawan. Ekodestinasi: Jurnal Ekonomi, Bisnis, dan Pariwisata,

1(1), 27-35.
https:/ glorespublication.org/index.php/ekodestinasi/articl
e/view/24/16

Munir, K., Basrowi, & Suseno, B. D. (2022). Covid-19 Pandemic :
Adaptability of Vocational School Strategic Planning This research
method uses tif kuantita research , which uses internal and external.
2(April), 204-211. https:/ /doi.org/10.46306/ bbijbm.v2i1.28

Murry, L. T., & Desselle, S. P. (2023). Beyond satisfaction in person-
centered pharmacy services. Exploratory Research in Clinical
and Social Pharmacy, 12(October), 100355.
https:/ /doi.org/10.1016/j.rcsop.2023.100355

Muti’ah, E., Dewi, W. R,, Setiayadi, H., Agustina, Nuryanto, U. W.,
& Basrowi. (2023). Peningkatan Kualitas : Perempuan Hebat
Generasi Kuat. Batara Wisnu Journal: Indonesian Journal of
Community Services, 3(2), 1-6.

Mutiarasari, D., Demak, I. P. K, Bangkele, E. Y., Nur, R, &
Setyawati, T. (2021). Patient satisfaction: Public vs. private
hospital in Central Sulawesi, Indonesia. Gaceta Sanitaria, 35,
5186-5190. https:/ /doi.org/10.1016/j.gaceta.2021.07.012

Nahan-suomela, R. (2024). Cleaner Logistics and Supply Chain Impact
of Total quality management on cleaning companies in Finland : A
Focus on organisational performance and customer satisfaction.
10(January). https:/ /doi.org/10.1016/j.clscn.2024.100139

Natarajan, T., & Veera Raghavan, D. R. (2023). Does pickup service
quality explain BOPIS users’ store relationship performance?
The moderating role of wusers’ service experience

93



consciousness. TOM Journal, August.
https:/ /doi.org/10.1108/ TQM-03-2023-0091

Nazarian-Jashnabadi, J., Rahnamay Bonab, S., Haseli, G,
Tomaskova, H., & Hajiaghaei-Keshteli, M. (2023). A dynamic
expert system to increase patient satisfaction with an
integrated approach of system dynamics, ISM, and ANP
methods. Expert Systems with Applications, 234(July), 121010.
https://doi.org/10.1016/j.eswa.2023.121010

Negash, Y. T., & Calahorrano Sarmiento, L. S. (2023). Smart product-
service systems in the healthcare industry: Intelligent
connected products and stakeholder communication drive
digital health service adoption. Heliyon, 9(2), €13137.
https://doi.org/10.1016/j.heliyon.2023.e13137

Nibel, B. H., & Basrowi. (2022). Learning Flexibility and Quantum
Teaching As Predictors of Learning Quality. Journal of Positive

School Psychology, 6(5), 1173-1185.
https:/ /journalppw.com/index.php/jpsp/article/view /596
7

Nofrialdi, R. (2021). Online Shopping Behavior Model: Determining
the Factors Affecting Repurchase Intention. Journal of Law,
Politic and Humanities, 1(2), 88-97.
https://doi.org/10.38035/jlph.v1i2.66

Nur Pratama, R., Khaerunnisa, S., Aini, Q., & Basrowi, B. (2022).
Tingkat Kereligiusan Siswa SMA/SMK di Kota Dan Desa.
Jurnal Kajian Pendidikan Islam, 1, 127-143.
https://doi.org/10.58561/jkpi.v1i2.31

Nutbeam, D., & Muscat, D. M. (2021). Health Promotion Glossary
2021. Health Promotion International, 36(6), 1578-1598.
https://doi.org/10.1093 /heapro/daaal57

Odone, A., Buttigieg, S., Ricciardi, W., Azzopardi-Muscat, N., &
Staines, A. (2019). Public health digitalization in Europe.
European  Journal — of  Public ~ Health, 29, 28-35.
https://doi.org/10.1093/eurpub/ckz161

94



Ojochide, P. F., Mubo, A. M., Oluwaseyi, P. A, Bunmi, A. S,, &
Ineba, D. L. (2023). E-service quality and customer loyalty in
the e-commerce market, South West, Nigeria: Post-COVID-
19. Innovative Marketing, 19(3), 114-122.
https:/ /doi.org/10.21511/im.19(3).2023.10

Park, J., & Jeong, E. B. (2019). Service quality in tourism: A
systematic literature review and keyword network analysis.
Sustainability (Switzerland), 11(13), 1-21.
https://doi.org/10.3390/su11133665

Permata, N., Yusuf, F. A., & Basrowi. (2023). Pengaruh Gaya
Kepemimpinan Dan Motivasi Kerja Terhadap Kepuasan Kerja Dan
Implikasinya Pada Kinerja Pegawai Bank Perkreditan Rakyat.
16(1), 10-22.

Prahiawan, W., Fahlevi, M., Juliana, J., Purba, J. T., & Tarigan, S. A.
A. (2021). The role of e-satisfaction, e-word of mouth and e-
trust on repurchase intention of online shop. International
Journal of Data and Network Science, 5(4), 593-600.
https://doi.org/10.5267/].ijjdns.2021.8.008

Pratama, V., & Hartini, S. (2020). the Effect of Perception of Health
Care Service Quality on Patient Satisfaction and. Jurnal
Manajemen Teori dan Terapan, 13(3), 234-253.

Priyo, J. S.,, Mohamad, B., & Adetunji, R. R. (2019). An examination
of the effects of service quality and customer satisfaction on
customer loyalty in the hotel industry. International Journal of
Supply Chain Management, 8(1), 654-663.

Purbandini, N, ... L. R.-]. A. J. I, & 2023, undefined. (2023). Jurnal
Aisyah: Jurnal Ilmu Kesehatan. Researchgate.Net, 8(2), 581-
590.

Purwaningsih, E., Anisariza, N. U., & Basrowi, B. (2023). Perolehan
Legal Entity d an Legal Product bagi UMKM. 5, 245-264.

Purwaningsih, E., Basrowi, & Santoso, J. T. (2020). Jurnal Surya
Kencana Satu : Dinamika Masalah Hukum dan Keadilan Volume
11 Nomor 1 Maret 2020 53. 11(1), 53-70.

95



Purwaningsih, E., Muslikh, M., Suhaeri, S., & Basrowi, B. (2024).
Legal Protection And Local Policy Support On The
Commercialization Of Export Products And Innovative
Advantages Of Msme Products. Jurnal Ilmiah Galuh Justisi,

12(1), 48-69.
https:/ /jurnal.unigal.ac.id/ galuhjustisi/article/ view /12745
/pdf

Rahmatullah, M., & Basrowi, B. (2023). Self Regulated Learning di
Masa Pandemi Covid-19 Terhadap Motivasi Belajar Siswa
Pada Pelajaran Pendidikan Agama Islam (PAI) SMA di
Provinsi Banten. Edukasi Islami: Jurnal Pendidikan Islam, 12(04),
2895-2902. https:/ /doi.org/10.30868/ ei.v12i04.5222

Raka Sukawati, T. G. (2021). Hospital Brand Image, Service Quality,
and Patient Satisfaction in Pandemic Situation. J[MMR (Jurnal
Medicoeticolegal dan Manajemen Rumah Sakit), 10(2), 119-127.
https://doi.org/10.18196 /jmmr.v10i2.12230

Ramdani, R., Mawardi, I., & Sulaeman, S. (2023). Impact of Green
Banking Implementation, Financial Performance, and Covid-
19 Crisis on Islamic Bank Profitability in Indonesia.
International Journal of Islamic Economics and Finance (IJIEF),
6(2), 225-246. https:/ /doi.org/10.18196/ijief.v6i2.16802

Ramirez Molina, R. J., Del Valle Marcano, M., Ramirez Molina, R. L.,
Lay Raby, N. D., & Herrera Tapias, B. A. (2019). Relationship

between social intelligence and resonant leadership in public
health institutions. Opcion, 35(90), 1223-1249.

Rasool, G., & Pathania, A. (2023). Voice in Words: A Mixed-Method
Approach for Decoding Digital Footprints Using Online
Reviews. Journal of Quality Assurance in Hospitality and
Tourism, 24(6), 1014-1045.
https:/ /doi.org/10.1080/1528008X.2022.2094851

Rathore, D. B. (2023). Digital Transformation 4.0: Integration of
Artificial Intelligence & Metaverse in Marketing. Eduzone:
international peer reviewed/refereed academic multidisciplinary

96



journal, 12(01), 42-48.
https:/ /doi.org/10.56614/ eiprm;j.v12i1y23.248

Regragui, H., Sefiani, N., Azzouzi, H., & Cheikhrouhou, N. (2023).
A hybrid multi-criteria decision-making approach
for hospitals’  sustainability =~ performance evaluation
under fuzzy environment. International Journal of Productivity

and Performance Management, 1-25.
https:/ /doi.org/10.1108 /IJPPM-10-2022-0538

Ricca, R., & Antonio, F. (2021). The Effect of Quality Care on Patient
Loyalty Mediated with Patient Satisfaction and Moderated by
Age and Gender (Study in Outpatients at a Private Hospital).
International Journal of Applied Business and International
Management, 6(2), 96-112.
https:/ /doi.org/10.32535/ijabim.v6i2.1026

Ricciardi, W., Pita Barros, P., Bourek, A., Brouwer, W., Kelsey, T.,
Lehtonen, L., Anastasy, C., Barry, M., De Maeseneer, J.,
Kringos, D., McKee, M., Murauskiene, L., Nuti, S., Siciliani,
L, & Wild, C. (2019). How to govern the digital
transformation of health services. European Journal of Public
Health, 29, 7-12. https:/ / doi.org/10.1093 / eurpub/ckz165

Rita, P., Oliveira, T., & Farisa, A. (2019). The impact of e-service
quality and customer satisfaction on customer behavior in
online shopping. Heliyon, 5(10), e02690.
https://doi.org/10.1016/j.heliyon.2019.e02690

Rochmaedah, D., Basrowi, B., & Suseno, B. D. (2022). Strategy of
Former Indonesian Migrant Workers From Qatar in The Era
of The Covid-19 Outbreak. International Journal of Business,
Management and Economics, 3(2), 185-195.
https:/ /doi.org/10.47747 /ijbme.v3i2.699

Rogers, M. ], Belton, M., Randall, D., Yoo, M., Presson, A. P., Wang,
A., & Kazmers, N. H. (2023). Patient Satisfaction with Virtual
Clinic Encounters: Analysis of Factors that Impact the Press
Ganey Survey in the Hand Surgery Population. Journal of

97



Hand Surgery Global Online, 5(3), 325-331.
https://doi.org/10.1016/j.jhsg.2023.02.004

Rumaolat, W., Lihi, M., Hamka, H., & Umanailo, M. C. B. (2019).
Factors associated with mother in doing diarrhea prevention
efforts in Toddler Village Tha work area community health

center Amahai. International Journal of Scientific and Technology
Research, 8§(10), 1447-1451.

Rustandi, T., Muti’ah, E., Dewi, W. R., Setiayadi, H., Novianawati,
W., Encu, & Basrowi. (2023). Sosialisasi Peningkatan
Kesadaran Ibu Hamil Tentang Pentingnya 1000 Hari Pertama
Kehidupan. Batara Wisnu Journal : Indonesian Journal of
Community Services, 3(2), 2023.

Rusu, A., Chereches, M. C,, Popa, C., Botezatu, R., Lungu, . A,, &
Moldovan, O. L. (2022). Community pharmacist’s perspective
regarding patient-centred communication in conjunction
with pharmaceutical practice: A cross-sectional survey. Saudi
Pharmaceutical Journal, 30(09), 1327-1344.
https:/ /doi.org/10.1016/j.jsps.2022.06.014

Ryan, B.]., Coppola, D., Canyon, D. V., Brickhouse, M., & Swienton,
R. (2020). COVID-19 Community Stabilization and
Sustainability Framework: An Integration of the Maslow
Hierarchy of Needs and Social Determinants of Health.
Disaster Medicine and Public Health Preparedness, 14(5), 623-
629. https://doi.org/10.1017/dmp.2020.109

Saefullah, M., & Basrowi, B. (2022). Dampak Lingkungan Kerja Fisik
Terhadap Kinerja Dan Kepuasan Karyawan Bagian Produksi.
Jurnal ~ Bina  Bangsa  Ekonomika,  15(2),  481-491.
https:/ /doi.org/10.46306/jbbe.v15i2.183

Saputra, M. F.,, & Antonio, F. (2021). the Influence of E-
Servicequality and Trust on Customer Satisfaction and Its
Impact on Customer Loyalty (an Empirical Study on Online
Syariah Banking in Indonesia). [MBI UNSRAT (Jurnal Ilmiah
Manajemen Bisnis dan Inovasi Universitas Sam Ratulangi)., 8(1),
533-554. https:/ /doi.org/10.35794/jmbi.v8i2.35163

98



Sasono, 1., Jubaedi, A. D., Novitasari, D., Wiyono, N., Riyanto, R,,
Oktabrianto, O., Jainuri, J., & Waruwu, H. (2021). The Impact
of E-Service Quality and Satisfaction on Customer Loyalty:
Empirical Evidence from Internet Banking Users in
Indonesia. Journal of Asian Finance, Economics and Business,
8(4), 465-473.
https:/ /doi.org/10.13106/jafeb.2021.vol8.no4.0465

Schierz, O., Hirsch, C., Krey, K.-F., Ganss, C., Kimmerer, P. W., &
Schlenz, M. A. (2023). Digital Dentistry and its Impact on Oral
Health-Related Quality of Life. Journal of Evidence-Based
Dental Practice, 101946.
https:/ /doi.org/10.1016/j.jebdp.2023.101946

Seng, T. L., & Mahmoud, M. A. S. (2020). Perceived e-service quality
and e-store loyalty: The moderated mediating effect of
webpage aesthetics and e-customer satisfaction. International
Journal of Advanced and Applied Sciences, 7(5), 111-117.
https:/ /doi.org/10.21833/ijaas.2020.05.014

Sholeh, M., & Chalidyanto, D. (2021). The Effect of Service Quality
on Loyalty Through Patient Satisfaction in Outpatient of
Hospital X, Malang. JMMR (Jurnal Medicoeticolegal dan
Manajemen Rumah Sakit), 10(2), 148-157.
https://doi.org/10.18196/jmmr.v10i2.10239

Shultz, K., Mastrocola, M., Smith, T., & Busconi, B. (2023). Patients
Have Poor Postoperative Recall of Information Provided the
Day of Surgery but Report Satisfaction With and High Use of
an E-mailed Postoperative Digital Media Package.
Arthroscopy, Sports Medicine, and Rehabilitation, 5(4), 100757.
https://doi.org/10.1016/j.asmr.2023.100757

Siripipatthanakul, S., & Nyen Vui, C. (2021). A conceptual review
on the mediating effect of patient satisfaction towards patient
loyalty in the dental practice in Thailand. International Journal
of Behavioral Analytics, 1(2), 1-17.

99



Sitio, T., & Ali, H. (2019). Patient Satisfaction Model and Patient
Loyalty: Analysis of Service Quality and Facility (Case Study
at Rawamangun Special Surgery Hospital). Scholars Bulletin,
05(10), 551-559.
https://doi.org/10.36348/sb.2019.v05110.002

Sofiah, L., Agustini, A., Putra, I. M., Kurnia, D., Yusuf, F. A, &
Bangsa, U. B. (2023). Pemberdayaan kelompok pemuda
dalam budidaya ikan nila. Batara Wisnu Journal : Indonesian
Journal of Community Services, 3(2), 320-326.

Sony, M., Antony, J., & McDermott, O. (2023). The Impact of
Healthcare 4.0 on the Healthcare Service Quality: A
Systematic Literature Review. Hospital Topics, 101(4), 288-304.
https:/ /doi.org/10.1080/00185868.2022.2048220

Staples, L. G., Asrianti, L., Karin, E., Kayrouz, R., Cross, S., Bisby,
M., Fisher, A., Dear, B. F., Titov, N., & Nielssen, O. (2022).
Antidepressant medication use by patients accessing a
national digital mental health service. Journal of Affective
Disorders, 308(November 2021), 305-313.
https://doi.org/10.1016/j.jad.2022.04.042

Suhail, P., & Srinivasulu, Y. (2021). Perception of service quality,
satisfaction, and behavioral intentions in Ayurveda
healthcare. Journal of Ayurveda and Integrative Medicine, 12(1),
93-101. https://doi.org/10.1016/j.jaim.2020.10.011

Suharyanto, S., & Vita Budi Damayanti. (2022). the Effect of E-
Service Quality and Price on Customer Loyalty With
Customer Satisfaction As Mediating Variable (a Case Study
on Webinar Service in Indonesian Clinical Training &
Education Center (Ictec) Rscm Fkui). Dinasti International
Journal of  Management Science, 3(5), 861-876.
https:/ /doi.org/10.31933/dijms.v3i5.1226

Sukamuljo, Luhur., dan Ruswanti, Endang., dan Aida, M. (2021).
Hospital Image and Service Quality Are Not Able to Provide
Patient Satisfaction and Loyalty Effect. Journal of

100



Multidisciplinary Academic, 5(4).
https:/ /doi.org/10.51971 /joma.v5n4.01102021

Suryaningrat, Rachmansyah, R., Basrowi, B., & Rahmadani, K
(2023). Pengembangan Media Pembelajaran Interaktif pada
Pembelajaran IPA berbasis Website di SMPN 6 Cilegon.
Jurnal Pti (Pendidikan Dan Teknologi Informasi) Fakultas
Kequruan llmu Pendidikan Universita Putra Indonesia “Yptk”
Padang, 10(2), 62-68. https:/ /doi.org/10.35134/jpti.v10i2.175

Suseno, B. D., Basrowi;, Saefullah, E. ., & Sapyarudin, 1. (2023).
Percepatan Penurunan Stunting. Eureka MEdia Aksara.
https:/ /repository.penerbiteureka.com/media/publications
/560793-percepatan-penurunan-stunting-1d003201.pdf

Suseno, B. D., & Basrowi, B. (2023). HighTech and Innovation Role
of the Magnitude of Digital Adaptability in Sustainability of
Food and Beverage Small Enterprises Competitiveness.
HighTech and Innovation Jo, 4(2), 270-282.

Suseno, B. D., Sofa, 1. H., Widayanto, M. T., & Basrowi, B. (2022).
Performance, Competence, Job Satisfaction, and Financial
Compensation of Cosmetics Salesforce during the COVID-19
Outbreak. Shirkah: Journal of Economics and Business, 7(2), 187-
200. https:/ /doi.org/10.22515/shirkah.v7i2.447

Suwarno, & Basrowi, B. (2022). Increasing Integrity and Anti-
Corruption of Millennial Generations in Indonesia. 15(4), 923-933.
https:/ /doi.org/10.2478 / bjlp-2022-004084

Suwarno, S., Basrowi, B., & Marwanto, I. G. G. H. (2020). Technology
of Qualitative Analysis to Understand Community Political
Behaviors in Regional Head Election in Wates District, Kediri,
Indonesia. International Journal of Advanced Science and

Technology, 29(05 SE-Articles), 2624-2635.
http:/ /sersc.org/journals/index.php/IJAST/article/view /1
1159

101



Suwarsono, D. T., & Basrowi, B. (2021). The Impact Of The Gojek
And Tokopedia Mergers On The Welfare Of Gojek Drivers.

Bina Bangsa Internasional Journal of Business and Management,
1(2), 125-136.

Syaugqillah, M., Basrowi, & Hayatullah, I. K. (2021). Empowerment
of Ex-Terrorist Prisoners with a Sharia Economic Approach.
lkogretim Online - Elementary Education Online, 20(5), 6555-
6566. https:/ /doi.org/10.17051/ilkonline.2020.04.764771

Teshome, D., Mulat, Y., Fenta, E., Hunie, M., Kibret, S., Tamire, T.,
& Fentie, Y. (2022). Patient satisfaction and its associated
factors towards perioperative anesthesia service among
surgical patients: A cross-sectional study. Heliyon, 8(3),
e09063. https://doi.org/10.1016/j.heliyon.2022.e09063

Tonich, & Basrowi. (2022a). The Effect Of Adversity And Resilience
On The Performance Of Middle School Teachers In Palangka
Raya City. Journal of Positive School Psychology, 6(8), 5525-5543.

Tonich, & Basrowi. (2022b). the Role of Cooperation With Partners,
Implementation of Iso, and Performance of Principals To
School Competitiveness. Journal of Positive School Psychology,
2022(5), 658-672. http:/ /journalppw.com

Tran, V. D., & Vu, Q. H. (2019). Inspecting the relationship among
e-service quality, e-trust, e-customer satisfaction and
behavioral intentions of online shopping customers. Global
Business and Finance Review, 24(3), 29-42.
https:/ /doi.org/10.17549/ gbfr.2019.24.3.29

Tripathy, R. (2023). An Overview Of Fund Management And
Sustainable Healthcare In Private Hospitals Of India. 13.

Tufekgi, Z., & Eser, Z. (2023). Importance of relationship marketing
and service quality on patient loyalty. International Dental
Journal, 73, S15-5S16.
https://doi.org/10.1016/j.identj.2023.07.226

102



Usep;, Yusuf, F. A. ., & Basrowi. (2019). Pengaruh Kepemimpinan
Kepala Pesantren Dan Motivasi Terhadap Kedisiplinan Serta
Implikasinya Pada Kinerja Ustadz Di Pondok Pesantren Di
Kota Serang. National Conference on Applied Business,
Education, &  Technology  (NCABET), 3(2), 40-46.
https:/ /doi.org/DOI Issue : 10.46306/ncabet.v1il

Utami, P., Basrowi, & Julianas. (2019). Management of Zakat
Payment Based on Fintech for the Good Corporate
Governance Improvement. Easternn Journal of Economics and
Finance, 4(2), 41-50. https://doi.org/10.20448/809.4.2.41.50

Utami, P., Fauzi, F., Sanusi, A., & Basrowi, B. (2020). Model E-
Marketing Berbasis Fintech Syariah Berdasarkan Tinjauan
Lingkungan Eksternal Dan Internal Untuk Pengembangan

Wisata Halal Di Indonesia. Jurnal Syarikah : Jurnal Ekonomi
Islam, 6(1), 58. https:/ /doi.org/10.30997 /jsei.v6i1.2157

Uysal, B, & Yorulmaz, M. (2020). How Patient Loyalty Affects
Patient Satisfaction. Athens Journal of Health and Medical
Sciences, 7(1), 19-36. https:/ /doi.org/10.30958/ajhms.7-1-2

Uzir, M. U. H., Al Halbusi, H., Thurasamy, R., Thiam Hock, R. L.,
Aljaberi, M. A., Hasan, N., & Hamid, M. (2021). The effects of
service quality, perceived value and trust in home delivery
service personnel on customer satisfaction: Evidence from a
developing country. Journal of Retailing and Consumer Services,

63, 102721.
https:/ /doi.org/https:/ /doi.org/10.1016/j.jretconser.2021.1
02721

Uzir, M. U. H., Bukari, Z., Al Halbusi, H., Lim, R.,, Wahab, S. N,,
Rasul, T., Thurasamy, R., Jerin, I, Chowdhury, M. R. K,
Tarofder, A. K., Yaakop, A. Y., Hamid, A. B. A., Haque, A.,
Rauf, A., & Eneizan, B. (2023). Applied artificial intelligence:
Acceptance-intention-purchase = and  satisfaction = on
smartwatch usage in a Ghanaian context. Heliyon, 9(8),
€18666. https://doi.org/10.1016/j.heliyon.2023.18666

103



Valeriani, G., Vukovic, L. S., Lindegaard, T., Felizia, R., Mollica, R.,
& Andersson, G. (2020). Addressing healthcare gaps in
sweden during the covid-19 outbreak: On community
outreach and empowering ethnic minority groups in a
digitalized  context.  Healthcare = (Switzerland),  8(4).
https:/ /doi.org/10.3390/ healthcare8040445

van Hoorn, B. T., Tromp, D. J., van Rees, R. C. M., van Rossenberg,
L. X., Cazemier, H. K., van Heijl, M., & Tromp Meesters, R. C.
(2023). Effectiveness of a digital vs face-to-face preoperative
assessment: A randomized, noninferiority clinical trial.
Journal of Clinical Anesthesia, 90(December 2022), 111192.
https://doi.org/10.1016/j.jclinane.2023.111192

van Schalkwijk, D. L., Lodder, P., Everaert, J., Widdershoven, J., &
Habibovié, M. (2023). Latent profiles of telehealth care
satisfaction during the COVID-19 pandemic among patients
with cardiac conditions in an outpatient setting.

Cardiovascular ~ Digital ~ Health  Journal, December.
https://doi.org/10.1016/j.cvdhj.2023.11.022

Venkatakrishnan, ]., Alagiriswamy, R., & Parayitam, S. (2023). Web
design and trust as moderators in the relationship between e-
service quality, customer satisfaction and customer loyalty.
TQM Journal, March. https:/ /doi.org/10.1108/ TQM-10-2022-
0298

VIEIRA, C., Alcorta, N., Silveira, S. S. E., Pereira, J. D., Vieira, G. S.,
Jaime, C.J. A., Tavares, C. D. S., & Gullo Neto, S. (2022). POS-
599 USE OF AN APPLICATIVE (app) TO EMPOWER THE
PATIENT IN RELATION TO SATISFACTION WITH
HEALTH CARE IN A BRAZILIAN NEPHROLOGY AND
DIALYSIS CENTER. Kidney International Reports, 7(2), S257.
https://doi.org/10.1016/j.ekir.2022.01.631

Wagh, V. (2022). a Study on Measuring E-Service Quality of Online
E-Pharmacy. International Journal of Mechanical Engineering,
7(2), 974-5823.

104



Wang, C., Zhang, T., Tian, R, Wang, R., Alam, F., Hossain, M. B., &
Illés, C. B. (2024). Corporate social Responsibility’s impact on
passenger loyalty and satisfaction in the Chinese airport
industry: The moderating role of green HRM. Heliyon, 10(1),
1-14. https:/ /doi.org/10.1016/j.heliyon.2023.e23360

Wang, Q., Su, M., Zhang, M., & Li, R. (2021). Integrating digital
technologies and public health to fight covid-19 pandemic:
Key technologies, applications, challenges and outlook of
digital healthcare. International Journal of Environmental
Research and Public Health, 18(11).
https:/ /doi.org/10.3390/ijerph18116053

Wartiningsih, M., Silitonga, H. T. H., Ritunga, I., Prayogo, M. C., &
Wijaya, E. D. (2022). Patient Satisfaction Improvement by
Comprehensive Holistic Services at Public Health Centre X
Surabaya. Kemas, 18(2), 164-173.
https:/ /doi.org/10.15294 / kemas.v18i2.31555

White, S. M., Shelton, C. L., Gelb, A. W., Lawson, C., McGain, F.,
Muret, J., Sherman, J. D., McGain, F., Muret, J., Lawson, C.,
Shelton, C., White, S., Gelb, A., Sherman, J., Mejeni, N.,
Gathuya, Z., Ngumi, Z., Onajin-Obembe, B., Farina, Z,, ...
Nilo Schultz, C. (2022). Principles of environmentally-
sustainable anaesthesia: a global consensus statement from
the World Federation of Societies of Anaesthesiologists.
Anaesthesia, 77(2), 201-212.
https://doi.org/10.1111/anae.15598

Winda Trisnawati Utami, & Sentot Imam Suprapto. (2022). Analysis
of Service Quality and Perception to the Loyalty and Interest
of General Patients Revisit in Public Health Center Kalianget
Sumenep District. Journal for Quality in Public Health, 5(2),
471-479. https:/ /doi.org/10.30994/jqph.v5i2.335

Wirapraja, A., Aribowo, H., & Setyoadi, E. T. (2021). The Influence
of E-Service Quality, and Customer Satisfaction On Go-Send
Customer Loyalty In Surabaya. Indonesian Journal of

105



Information Systems, 3(2), 128-137.
https:/ /doi.org/10.24002/1ijis.v3i2.4191

Yusuf, F. A., & Basrowi. (2023). Pengaruh Value Creation dan Adaptive
Capacity Terhadap Transformation Perguruan TinggQi dengan
Kinerja Organisasi Sebagai Variabel Intervening. 2077-2096.
https:/ /doi.org/10.30868/ ei.v12i02.4497

Yusuf, F. A., Suseno, B. D., & Basrowi. (2020). Sosialisasi Empat Pilar
Kebangsaan Pengurus Partai di Kota Serang Provinsi Banten.
Jurnal Abdimas Bina Bangsa, 2(2), 43-50.
https:/ /doi.org/10.46306/jabb.v2i2.107

Zarour, M., Ansari, M. T. ]., Alenezi, M., Sarkar, A. K., Faizan, M.,
Agrawal, A., Kumar, R., & Khan, R. A. (2020). Evaluating the
impact of blockchain models for secure and trustworthy
electronic healthcare records. IEEE Access, 8, 157959-157973.
https:/ /doi.org/10.1109/ ACCESS.2020.3019829

106



TENTANG PENULIS

Eva Muti’ah lahir pada 12
Agustus 1991, tumbuh besar di
Kabupaten Tangerang, bercita-cita
sebagai perempuan yang
berpendidikan tinggi, berwawasan
luas dan bisa menginspirasi sesama
perempuan di Dunia. Tinggal di
pedesaan bukan halangan bagi Mutia

N |

memper]uangkan pendidikan yang diimpikan. Menyelesaikan

untuk terus mengukir sejarah dan

pendidikan sarjana di Universitas Indraprasta PGRI Jakarta pada
tahun 2015 jurusan pendidikan Bahasa Inggris. Mutia yang sangat
mencintai dunia seni dan musik meraih penghargaan sebagai salah
satu perempuan muda berbakat dalam bidang seni music pada
tahun 2015 dan berhasil merilis single pertamanya dengan judul
“Putih” pada tahun 2016. Tidak pernah merasa lelah untuk
berkarya, Mutia terus berlatih dan mengembangkan bakat yang ada
dan meningkatkan kompetensi. Selain sibuk dengan pekerjaan
dibidang presenter, mutia juga fokus melakukan kegiatan sosial
dibidang kesehatan, pemberdayaan perempuan, pelestarian
lingkungan serta perlindungan anak. Pada tahun 2022 menjadi
Tutor PERCANTIK wadah pemberdayaan perempuan di
Kabupaten Tangerang dan meraih penghargaan Perempuan
Inspiratif Provinsi Banten pada tahun 2022. Prestasi lain pada tahun
2022 menjadi penyuluh kesehatan terbaik melalui media sosial di
Kota Cilegon. Saat ini Mutia sedang menempuh pendidikan
Magister di Universitas Bina Bangsa, selama menempuh
pendidikan Mutia beberapa kali mendapatkan penghargaan
sebagai Best Presenter di berbagai Converensi Intenasional pada
tahun 2023 dan saat ini fokus menjadi penulis.

107



Basrowi, adalah Dosen di
Universitas Bina Bangsa, menamatkan
S-1 Pendidikan Dunia Usaha di
Universitas Negeri Yogyakarta, S-1
Ekonomi Syariah di STEBI Lampung, S-
2 di Universitas Negeri Yogyakarta, S2
Ekonomi Syariah di UIN Raden Intan
Lampung, S-3 di Universitas Airlangga

s A [ (Lulus, 2003); S3 ke-2 di Universitas
Persada Indone51a ]akarta (Lulus, 2015); S3 ke-3 di Asia e University,
Malaysia dengan peminatan Marketing. Selama di Surabaya,
penulis aktif sebagai sonsultan perusahaan kecil dan menengah.

Selama di Serang, aktif melakukan penelitian di Provinsi Banten.
Selama di Lampung banyak terlibat dalam program konsultasi
perusahaan kecil, menengah dan besar. Saat ini, aktif sebagai
penulis di berbagai media massa, jurnal nasional dan Internasional,
dan berbagai pertemuan ilmiah yang berkaitan dengan loyalitas
dan kepuasan pelanggan, serta sustainability. Beberapa tahun
menjadi reviewer Rispro Kemenkeu, dan berkali-kali mendapat
hibah penelitian dari Balitbang Kemendikbud, Kemenristekdikti,
serta mendapat berbagai proyek penelitian berkaitan dengan
keberlanjutan perusahaan. Penulis juga pernah mendapatkan
berbagai program pendampingan keberlanjutan perusahaan di
Kota Palangka Raya, Kabupaten Katingan, dan Kabupaten Gunung
Mas, Provinsi Kalimantan Tengah.

108



