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A B S T R A C T 

This study aims to analyze the direct and indirect effects of service quality on 
loyalty, mediated by satisfaction, image, and trust. It examines the direct and 
indirect influences of satisfaction on loyalty, as well as the direct and indirect 
impacts of image on loyalty through trust, and the direct effect of trust on loyalty. 
This research employs a quantitative approach and is designed using 
quantitative and descriptive verificative methodologies. Data collection was 
conducted using a cross-sectional technique. The population of this study 
consists of all outpatient patients at the regional public hospital (RSUD) 
Jayapura across 17 clinics, totaling 33,156 individuals aged 17 and above. The 
sample size was determined using Slovin's method, resulting in 395 participants 
selected through probability sampling with the technique of proportionate 
stratified random sampling. Data were analyzed using SEM analysis to test the 
validity and reliability of the research instruments, confirm the accuracy of the 
model, and examine the impact of one variable on another. The findings indicate 
that 1) Service quality, both directly and indirectly through satisfaction, image, 
and trust, has a positive and significant effect on patient loyalty; 2) Satisfaction, 
both directly and indirectly through image and trust, has a positive and 
significant effect on loyalty; 3) Image directly has a positive and significant 
impact on loyalty, but indirectly through trust, it has a positive but not significant 
effect on patient loyalty; and 4) Trust directly has a positive and significant 
impact on patient loyalty. 

 
1. INTRODUCTION 

 Healthcare services are a subcategory of public services provided by the government as the public 
service provider. One of these services is the hospital, an institution that offers comprehensive individual 
healthcare services including inpatient, outpatient, and emergency care. General hospitals provide 
healthcare across all disease areas. The Regional Public Hospital (RSUD) Jayapura is a national referral 
hospital of Type B Education, as designated by the Indonesian Health Minister's decision No: 
HK.02.02/MENKES/390/2014, and is expected to maintain a higher quality of service, especially in service 
accessibility. However, this is often not realized in services provided by the government. It is also common 
to find regional hospitals that should provide optimal service to the community but fail to perform their 
duties adequately. This is evidenced by the fluctuating number of outpatient patients at RSUD Jayapura from 
2018 to 2020, with an increase in 2019 and a decrease in 2020 due to COVID-19. The decrease in patient 
visits in 2020, besides being indicated by the emergence of the COVID-19 pandemic, is also suggested by 
the low quality of service as seen from the servqual approach due to inadequate facilities for patients and 
their families, limited bed capacity, and the lack of minimum space requirements which could enhance 
patient comfort, as well as an increase in the number of patients being turned away. This is reinforced by 
initial survey results showing the average complaint score of outpatient patients at RSUD Jayapura, where 
the dominant complaints included poorly managed parking facilities, doctors arriving later than scheduled, 
long queues at outpatient services for each clinic, and slow patient administration processes. 
 Initial survey results are supported by several patient complaints cited from the media that 
spotlight healthcare services at RSUD Jayapura discussing the situation and conditions in the hospital 
environment: 1) Patients at RSUD Jayapura complained about the minimal flow of water in the hospital. The 
hospital management acknowledged that the lack of water supply was due to the water not being fully used 
for hospital needs but also going to residential areas nearby, and also due to a lack of funding, where there 
is no budget allocation for water financing, forcing the management to work hard to find funding (Cepos, 
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Monday, November 27, 2017); 2) Complaints were not only from patients treated at the government-owned 
hospital of the Papua Provincial Government but also from medical staff due to the difficulty in obtaining 
consumables and medications needed to treat patients. One of the main obstacles is the healthcare service 
provided to patients. Based on complaints from various parties, there are several areas that need 
improvement, especially concerning basic needs at the hospital, ranging from issues of clean water 
availability, hospital facilities and infrastructure, availability of medications at pharmacies and in medicine 
warehouses, and a referral system that is not according to procedures 
(https://www.ceposonline.com/2018/08/30); 3). The services at RSUD Jayapura were again complained 
about by residents. The complaint related to the lack of sterile gauze available for patients during surgery 
preparation, causing some surgeries to be delayed, as well as other patients at the hospital at that time. The 
lack of sterile gauze was acknowledged by doctors at the hospital, stating that the sterile gauze was out of 
stock. This was responded to by the hospital management stating that there was a delay in dropping off 
sterile gauze (Cepos, Friday, June 17, 2022). 
 The management of RSUD Jayapura is the party most responsible for addressing patient 
complaints. Various efforts have been made by the management of RSUD Jayapura, one of which is the 
implementation of the Hospital Information Management System (SIMRS) which is expected to meet the 
community's expectations for accurate, fast, and efficient healthcare services, in line with the hospital's 
vision of becoming a national referral hospital in the eastern region of Indonesia with the most 
comprehensive, best, trusted, high-quality, and praiseworthy healthcare services. Success in competition 
will be achieved if management can create and maintain customers through various efforts, namely 
improving the quality of service for customers, which includes serving quickly and accurately, willingness 
to help, politeness in service, care for customers, and availability of facilities to increase satisfaction, which 
will lead to increased loyalty. Maintaining patient loyalty is achieved by providing a high level of satisfaction. 
Satisfaction will build loyalty, which ultimately provides long-term benefits. 
 Loyalty as a variable in marketing studies is still being studied, analyzed, and given attention by 
marketing experts. This is because the business competition is becoming tighter, so the orientation towards 
customer satisfaction and loyalty becomes the main goal. As stated by Kotler (2000), satisfied and loyal 
customers represent an opportunity to gain new customers. Retaining all existing customers is generally 
more profitable than replacing customers because the cost of attracting new customers can be five times 
the cost of maintaining an existing customer. 
 For the healthcare service industry, customer (patient) loyalty is very important both from the 
service provider's side and from the patient's side. Djohan (2015) stated the benefits of loyalty for patients 
include improving quality as loyalty encourages continuity of care, better medical information disclosure 
by patients enabling doctors to diagnose better, better adherence to medical advice, better in preventive 
services, adequate treatment time, reduced costs of seeking another doctor, trust, and confidence in the 
provider related to loyalty, reducing patient anxiety when a medical intervention is needed, and reducing 
the risks and side effects of treatment. 
 Customer (patient) loyalty is very important for the healthcare industry, both for the service 
provider and the patient. Sutharjana, Thoyib, Taroena, and Rahayu (2013) found that the benefits of loyalty 
include improved quality, increased patient compliance with treatment, increased patient openness to 
medical information, and enabling doctors to diagnose patients better and more compliantly. Counseling, 
better preventive services, appropriate treatment time, lower costs of seeking another doctor, patient trust, 
and confidence in the healthcare service provider, treatment risks, and decreased patient anxiety when 
medical intervention is needed. 
 Surachman and Agustina (2023) showed that service quality is influenced by medical staff always 
available to respond to patient complaints, and the hospital has waiting room facilities and toilets. The high 
level of satisfaction is influenced by patients satisfied with the service so they want to return. The high level 
of patient loyalty is influenced by patients always liking the service provided. This shows that if the quality 
of hospital service increases, then patients will be satisfied and loyal, conversely if the quality of hospital 
service decreases, then patients will be dissatisfied and not loyal. Furthermore, Hasanah, Syaodih,, 
Handayani,  and Mulyani (2023) showed that customer satisfaction positively affects loyalty, the higher the 
clinic patient satisfaction, the higher the patient loyalty, conversely, the lower the clinic patient satisfaction, 
the lower the patient loyalty. Simultaneous test results show that simultaneously service quality and 
satisfaction affect patient loyalty. 
 Putri and TJ (2023) showed that service quality, brand image, and patient satisfaction significantly 
affect patient loyalty. In the hypothesis test, the indirect effect of brand image and service quality mediated 
by patient satisfaction has a significant effect on patient loyalty. With these results, it is recommended that 
hospitals maintain and improve commitment to achieve patient satisfaction and loyalty. Furthermore, 
Sabet, Rasyid, Pongtiku, and Sonjaya (2023) state that the image, service quality, and patient satisfaction 
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have a direct effect on patient loyalty at RS Provita Jayapura. The image does not have a direct effect on 
patient satisfaction at RS Provita Jayapura. Service quality has a direct effect on patient satisfaction at RS 
Provita Jayapura. Patient satisfaction can mediate the relationship between service quality and patient 
loyalty at RS Provita Jayapura. Patient satisfaction cannot mediate the relationship between the image and 
patient loyalty at RS Provita Jayapura. 
 There is a positive relationship between image and customer loyalty (Uzir et al., 2021; Abd-El-
Salam, Shawky, & El-Nahas, 2013). Ahri, Puspitasari, Haeruddin, & Yuliati, 2023 state that the perception of 
service quality greatly affects the company's image through the formation of a long-term relationship 
(loyalty) due to trust. Taylor, Donovan, & Ishida, 2014) ound a significant relationship between behavior, 
satisfaction, belief, and commitment. While Kandampully and Suhartanto (2000) note that there is a 
significant relationship between customer satisfaction and customer loyalty. Singh and Sirdeshmukh 
(2000) found that operational capacity, operational problem-solving, and health operations affect 
management policies and methods, fostering trust and employee loyalty through value as a mediating 
variable. 
 Trust as an intervening variable is also still being studied. As reported by Lim, Osman, Salahuddin, 
Romle, & Abdullah (2016) that service attributes are an indication of trust. Han and Hyun (2015) a study 
on rural tourism in China found that service quality is very important and has a significant effect on trust. 
Wang and Lin (2017) states that trust is influenced by service quality. 
 This is based on the relationship between variables built from research results conducted by 
researchers with varying research results, some are significant, some are not significant, some have a 
significant effect on some indicators. Based on the relationship between variables built based on research 
results already studied by many researchers with different results some say significant, some say not 
significant.  
 The research results presented above still have limitations that become a research gap in this study. 
Kurniawan (2022) in Evandinnartha & Hidayat (2023) show that service quality and complaint handling on 
loyalty mediated by patient satisfaction have an insignificant relationship. Herman, Kamase, & Dewi (2022) 
show that service quality has a positive and insignificant effect on the loyalty of Inpatient Patients at Batara 
Siang Regional Hospital Pangkep Regency. Winata, Wahyoedi, & Gunardi (2022) showed that the direct 
effects found that service quality does not affect patient loyalty; the hospital image does not significantly 
affect patient loyalty; patient satisfaction positively affects patient loyalty, while the indirect effects found 
that the hospital image does not mediate the effect of service quality on patient loyalty and patient 
satisfaction significantly mediates the effect of service quality on patient loyalty. Ukrida Hospital, which was 
just established at the end of 2020, must be able to provide a good and pleasant treatment experience 
especially for patients who are visiting for the first time. 
 Maharani, Dewi, & Martini (2023) showed that the patient satisfaction variable was able to mediate 
between the effect of complaint handling on patient loyalty at BIMC Surgical Hospital, Kuta. The research 
results show that the patient satisfaction variable was not able to mediate the effect of service quality on 
patient loyalty at BIMC Surgical Hospital, Kuta. Muawanah (2020) show that the customer satisfaction 
variable directly does not affect trust. Thus, it can be said that customer satisfaction does not affect customer 
trust. Based on the research findings, there are still gaps in research results, namely differences in research 
findings regarding the impact of service quality on satisfaction, the impact of service quality on image, the 
impact of service quality on trust, the impact of service quality on loyalty, the impact of satisfaction on 
image, the impact of satisfaction on trust, the impact of satisfaction on loyalty, the impact of image on trust, 
the impact of image on loyalty and the impact of trust on loyalty. 
 

2. METHOD 

The hypothesis testing for this study, which relates to the impact of service quality on loyalty 
through satisfaction, image, and trust, is designed using descriptive and quantitative research methods. The 
location of this research at RSUD Jayapura is a Type B hospital, which serves as a referral hospital in Papua 
Province. The population of this study includes all outpatient patients at RSUD Jayapura across 17 clinics 
aged 17 and above who have received services more than once over three years, specifically from 2018 to 
2020. According to the outpatient data at RSUD Jayapura in 2020, the population size is 33,156 individuals. 
Based on Slovin's formula, with a population of 33,156, the sample size is determined to be 395 individuals. 
The sample is determined using stratified random proportional sampling, considering that the research 
targets consist of subgroups and samples are drawn from these subgroups. The selection is made by first 
determining the number of individuals in each subgroup and then purposively selecting the sample. 

The aim of this research is to analyze the influence of exogenous variables on endogenous variables. 
These variables are latent variables created from several indicators. Therefore, the SEM (Structural 
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Equation Modeling) method is used to analyze the data in this study using AMOS 20.00. The SEM model is 
utilized to observe the relationships between variables simultaneously and to account for both direct and 
indirect effects among the variables. This allows for the creation of a path model that can better explain the 
relationships between variables. 

 

3. RESULTS AND DISCUSSION 

Initial SEM Model Testing 
Based on the model, the variables tested in this first model are grouped into exogenous and 

endogenous variables. Exogenous variables are those whose values are determined outside of the model. 
Endogenous variables, on the other hand, are those whose values are determined by the context or model 
in which they are developed. The group of exogenous variables includes the measure of service quality, 
while satisfaction, hospital image, trust, and loyalty are classified as endogenous variables. The hypothetical 
model is considered good if its theoretical development is supported by empirical data. The complete 
results of the SEM analysis can be seen in the Figure 1.  

 

 
 

Figure 1. Results of the Model Fit Test for the Relationship Between Service Quality, Satisfaction, Hospital 
Image, Trust, and Loyalty 

 
 

Table 1. Results of Initial Model Goodness of Fit Testing 

Goodness of Fit Index Cut-off Value Result Description 
Chi Square Expected small 349.466 

(0.05:140=314.67) 
Not Good 

Probability ≥ 0.05 0.000 Not Good 
CMIN/DF ≤ 2.00 2.366 Not Good 
RMSEA ≤ 0.08 0.066 Good 
GFI ≥ 0.90 0.901 Adequate 
TLI ≥ 0.94 0.952 Good 
CFI ≥ 0.94 0.966 Good 

 
 In Figure 1, during the initial model evaluation, the Chi-square test does not meet the fit criteria. 
However, considering the relatively small sample size of this study (< 250), and the number of indicators 
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being 19 (12 < m < 30), it necessitates a model and data to confirm the fit by meeting the appropriate 
indicator criteria values, making it difficult to understand the relationships among the variables. This means 
the model was modified based on the correlation between error indices controlled by modification indices 
only if modifications were made without altering the meaning. In the initial model stage, the Chi-square 
value is 349.466 with DF 142, resulting in a P Value of 0.000 < 0.05; therefore, the model does NOT FIT with 
the data. To address this issue, modifications involving the addition of covariance relationships among the 
residuals of each indicator were made, and modification indices were applied twice. Furthermore, the 
results of the analysis after the initial model are presented in Table 1. 
 
Final SEM Model Testing  
 The final stage of model testing is conducted to achieve a better-fitting model, especially since the 
initial model results showed that some goodness of fit indices did not meet the required cut-off values. 
Based on the modifications made to the model, a new model has been developed, as shown in the Figure 2. 
 

 

Figure 2. Results of the Final Stage of Model Fit Testing for the Relationship Between Service Quality, 
Satisfaction, Hospital Image, Trust, and Loyalty 

 

Table 2. Results of Final Model Goodness of Fit Testing 

Goodness of Fit Index Cut-off Value Result Description 
Chi Square Expected small 214,579 

(0.05:140=314.67) 
Good 

Probability ≥ 0.05 0.055 Good 
CMIN/DF ≤ 2.00 1.188 Good 
RMSEA ≤ 0.08 0.037 Good 
GFI ≥ 0.90 0.947 Good 
TLI ≥ 0.94 0.982 Good 
CFI ≥ 0.94 0.986 Good 

 

The results of the analysis after the final model are presented in Table 2. The model evaluation shows that 
all seven goodness-of-fit criteria fall within the category of good fit, indicating that the model is overall 
consistent with the data and can be further analyzed. 
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Hypothesis Testing  
 A significance level of 5% or an alpha of 0.05 is used for hypothesis testing. This study has 142 
degrees of freedom. The critical t-value at a 5% significance level or alpha of 0.05 with 142 degrees of 
freedom is 1.980. The direct effects of the variables satisfaction, hospital image, trust, and loyalty are 
calculated, and the results are presented in the Table 3. 
 
Table 3. Results of Testing Direct Effects Among Variables 

Independent Variable Dependent Variable Critical T-Value Calculated T-Value P-Value 
Service Quality Satisfaction 1.980 6.920 0.000 
Service Quality Hospital Image 1.980 5.492 0.000 
Service Quality Trust 1.980 6.090 0.000 
Service Quality Loyalty 1.980 4.841 0.000 
Satisfaction Hospital Image 1.980 4.423 0.000 
Satisfaction Trust 1.980 2.510 0.012 
Satisfaction Loyalty 1.980 2.909 0.004 
Hospital Image Trust 1.980 2.452 0.014 
Hospital Image Loyalty 1.980 2.414 0.016 
Trust Loyalty 1.980 2.705 0.007 

 
 To test the significance of the role of intervening variables, the Sobel test can be conducted. In this 
testing, a mediation variable is considered significant in mediating the effect of exogenous on endogenous 
variables if the p-value from the Sobel test is less than 0.05. 
 
Table 4. Results of Testing Indirect Effects Through Sobel Test 

Exogenous Variable Mediating Variable Endogenous Variable P-Value Description 
Service Quality (X) Satisfaction (Y1) Image (Y2) 0.000 Significant 
Service Quality (X) Satisfaction (Y1) Trust (Y3) 0.000 Significant 
Service Quality (X) Satisfaction (Y1) Loyalty (Y4) 0.020 Significant 
Service Quality (X) Image (Y2) Trust (Y3) 0.021 Significant 
Service Quality (X) Trust (Y3) Loyalty (Y4) 0.017 Significant 
Service Quality (X) Image (Y2) Loyalty (Y4) 0.021 Significant 
Satisfaction (Y1) Image (Y2) Trust (Y3) 0.021 Significant 
Satisfaction (Y1) Image (Y2) Loyalty (Y4) 0.023 Significant 
Satisfaction (Y1) Trust (Y3) Loyalty (Y4) 0.020 Significant 
Image (Y2) Trust (Y3) Loyalty (Y4) 0.066 Not Significant 

 
Discussion 
The Influence of Service Quality on Satisfaction 
 Confirmatory factor analysis of the service quality variable shows that three indicators—empathy 
(X1.2), responsiveness (X1.3), and reliability (X1.4)—have the highest contributions, each at 90%. This 
encompasses the attitudes of doctors and nurses in responding and listening to complaints, their readiness 
to handle complaints, and their clarity in communicating information to patients, as well as their ability to 
respond quickly. Among these indicators, the patient's importance is emphasized. Hypothesis testing on the 
influence of service quality on patient satisfaction found that service quality positively and significantly 
impacts patient satisfaction. This means that service quality that meets tangible, empathy, responsiveness, 
reliability, and assurance aspects can enhance patient satisfaction in administrative services, medical 
services, medications, and environmental and facility services. 
 The positive impact of implementing good service quality on satisfaction aligns with Djuariah and 
Dewi (2024), who stated that service quality significantly and positively affects patient satisfaction at 
Muhamadiyah Hospital in Bandung. Similarly, Sabet, Rasyid, Pongtiku, and Sonjaya (2023) concisely stated 
that service quality positively and significantly affects patient satisfaction at RS Provita Jayapura. This is 
consistent with Dewi, Suryawati, and Arso (2023), who noted a strong influence and relationship between 
medical service quality and patient satisfaction. Health service quality is measured across three dimensions: 
service quality, process and organization, and information and communication, highlighting a strong 
correlation between health service quality and patient satisfaction. 
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The Influence of Service Quality on Image  
 Confirmatory factor analysis for the image variable indicates that two indicators—personality 
(Y2.1) and corporate identity (Y2.4)—have the highest and equal contributions at 91%. This reflects that 
the personality of doctors and nurses, in terms of skills and expertise relevant to their fields, as well as the 
administrative staff's experience, alongside the distinctive identity of RSUD Jayapura characterized by 
memorable features such as logos, vision, dominant colors, mottos, and slogans, are crucial image indicators 
required by patients compared to other indicators. 
 Hypothesis testing on the impact of service quality on hospital image concludes that service quality 
significantly and positively affects the hospital's image. Specifically, service quality fulfilling tangible, 
empathy, responsiveness, reliability, and assurance aspects can enhance the hospital's image in terms of 
personality, reputation, value, and physical identity. 
 The importance of service quality's impact on the image of RSUD Jayapura aligns with research by 
Sektiyaningsih, Haryana, and Rosalina (2019), which was conducted at a hospital showing that RSUD 
Mampang Phra Patan needs to improve its service quality because service quality is crucial for creating a 
favorable image of the services provided. Similarly, research by Lubis (2011) shows that an increase in 
service quality can enhance a hospital's reputation. The factors analyzed for their impact include physical 
evidence, reliability, responsiveness, safety, and empathy, all of which significantly influence the brand's 
image. 
 
The Influence of Service Quality on Trust  
 Confirmatory factor analysis of the service quality variable indicates that three indicators—
empathy (X1.2), responsiveness (X1.3), and reliability (X1.4)—have the highest and equal contributions at 
90%. These results highlight the doctors' and nurses' promptness, their ability to listen to complaints, 
willingness to address complaints, readiness to communicate patient conditions clearly and 
understandably, as well as the speed and duration of consultations between doctors and nurses as crucial 
factors. Compared to the other indicators, these are deemed most essential by patients. 
 Hypothesis testing regarding the impact of service quality on patient trust revealed that service 
quality has a positive and significant effect on patient trust. Specifically, service quality that meets tangible, 
empathy, responsiveness, reliability, and assurance dimensions can enhance patient trust towards the 
honesty, competence, and consistency of the healthcare providers. 
 These findings align with the research conducted by Wididana (2016), which studied the effect of 
service quality on patient satisfaction and trust at Shanti Graha Buleleng General Hospital and found that 
service quality significantly and positively impacts patient trust. Furthermore, research by Kartikasari, 
Dewanto, and Rochman (2014) on the impact of service quality on satisfaction and trust at Bunda 
Kandangan Hospital in Surabaya demonstrated that service quality influences patient trust both directly 
and indirectly. 
 
The Influence of Service Quality on Loyalty 
 Confirmatory factor analysis of the service quality variable reveals that three indicators—empathy 
(X1.2), responsiveness (X1.3), and reliability (X1.4)—contribute equally and significantly at 90%. This 
demonstrates the responsiveness of doctors and nurses, their ability to listen to complaints, willingness to 
respond to complaints, capability to provide clear explanations that patients can understand, and the speed 
and duration of consultations between doctors and nurses, which are all crucial indicators for patients. 
Hypothesis testing regarding the impact of service quality on loyalty shows that patient loyalty is positively 
and significantly influenced by service quality. This effect is attributed to service quality meeting tangible, 
empathy, responsiveness, reliability, and assurance aspects, providing positive stories and references, and 
enhancing the loyalty of patients who regularly seek treatment. 
 Structural analysis results indicate that patient loyalty is positively and significantly affected by 
service quality, meaning that loyalty increases as service quality improves. This finding is consistent with 
previous research by Widyaningtyas (2010). Additionally, research by Wulaisfan and Fauziah (2019) on the 
Impact of Service Quality on Patient Loyalty with Patient Satisfaction as Mediation in Dewi Sartika Kendari 
General Hospital shows that service quality significantly affects loyalty. 
 
The Influence of Patient Satisfaction on Image 
 Confirmatory factor analysis of the satisfaction variable indicates that the highest indicators are 
satisfaction with medications (Y1.3) and satisfaction with the environment and facilities (Y1.4), each 
scoring 0.99 or 99%. These indicators contribute most significantly to the formation of the satisfaction 
variable and are very strongly validated in explaining it. This highlights the importance of the availability of 
medications in terms of quantity, quality, affordability, and perceived effectiveness, as well as the 
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cleanliness and availability of satisfactory environmental and facility conditions for patients, compared to 
other indicators. 
 Hypothesis testing on the impact of satisfaction on image shows that the image of Jayapura General 
Hospital (RSUD Jayapura) is positively and significantly influenced by satisfaction. This means that patient 
satisfaction with administrative services, medical services, medications, and the environment and facilities 
can enhance the hospital’s image by maintaining its personality, reputation, value, and corporate identity. 
 Structural analysis results state that image can be positively and significantly influenced by 
satisfaction, meaning patient satisfaction enhances the image of RSUD Jayapura in the eyes of patients. As 
stated by Mardalis (2005), customer satisfaction is a post-purchase evaluation after the chosen option has 
resulted in an outcome that meets or exceeds consumer expectations. Customer satisfaction is the 
emotional level felt by an individual when comparing results with expectations. Additionally, a study by 
Poetra, Nuryadin, and Kalsum (2021) on the Impact of Service Quality and General Inpatient Patient 
Satisfaction on the Image of RSUD Lanto Dg. Pasewang in Jeneponto District confirms that both service 
quality and patient satisfaction significantly affect the hospital's image. 
 
The Influence of Patient Satisfaction on Trust 
 Confirmatory factor analysis of the satisfaction variable shows that the highest indicators are 
satisfaction with medications (Y1.3) and satisfaction with the environment and facilities (Y1.4), each rated 
at 0.99 or 99%. This signifies that these indicators are crucial for measuring satisfaction. Conversely, the 
confirmatory analysis of the trust variable indicates that integrity (Y3.1) scores 0.84 or 84%, representing 
the highest contribution to forming the trust variable and providing strong validation. This reveals that the 
honesty of doctors and nurses, along with their adherence to professional ethics and patient confidentiality, 
are significantly more crucial than other factors. 
 Hypothesis testing on the effect of satisfaction on trust has shown that satisfaction has a positive 
and significant impact on patient trust. Specifically, patient satisfaction with administrative services, 
medical services, medications, and the environment and facilities can enhance patient trust in RSUD 
Jayapura through demonstrated integrity, competence, and consistency by healthcare professionals. 
 The results of the hypothesis test confirm that trust is positively and significantly influenced by 
satisfaction. High patient satisfaction enhances trust in RSUD Jayapura, suggesting that if the hospital can 
better respond to patient needs and ensure they understand the significance of these needs, trust will be 
strengthened. This creates a positive environment and fosters positive word-of-mouth, ultimately 
increasing trust and benefiting both patients and the hospital (Alrubaiee, 2011). This study aligns with 
research by Kim, et al. (2008), Amin, et al. (2013), and Muchlis and Dewanto (2013), which have stated that 
a hospital's image is positively and significantly influenced by trust. 
 Moreover, the confirmatory analysis of the loyalty variable shows that periodic treatment (Y4.3) 
scored 0.89 or 89%, indicating the highest contribution to forming the loyalty variable and providing strong 
validation. This means that in the past three months, patients receiving examinations, treatments, 
medication pickups, and medical check-ups have been crucial compared to other factors. 
 Hypothesis testing indicates that patient trust is positively and significantly influenced by 
satisfaction, implying that satisfaction with administrative and medical services, medications, and facilities 
can enhance the loyalty of RSUD Jayapura patients through their willingness to share positive experiences, 
make recommendations, and commit to regular check-ups. 
 Structural analysis results state that loyalty is positively and significantly influenced by satisfaction, 
meaning high patient satisfaction leads to increased loyalty towards RSUD Jayapura. Research by Eftitah, 
Martini, Susbiyani, and Herlambang (2023) on the Influence of Satisfaction and Hospital Image on Patient 
Trust and Loyalty demonstrated that patient satisfaction significantly affects patient trust at RS Islam 
Fatimah Banyuwangi. 
 
The Influence of Image on Trust 
 Confirmatory factor analysis for the image variable reveals that the two highest indicators, 
personality (Y2.1) and corporate identity (Y2.4), each score a robust 91%. This highlights the critical role 
of the medical staff's expertise and experience, as well as the distinct identity of RSUD Jayapura, 
characterized by memorable elements like logos, vision statements, dominant colors, mottos, and slogans, 
in shaping patients' perceptions compared to other indicators. 
 Hypothesis testing on the impact of image on trust demonstrates that the image positively and 
significantly influences patient trust in RSUD Jayapura. A positive image seen by patients can enhance their 
trust in the hospital. Structural analysis results confirm that trust is positively and significantly influenced 
by image, suggesting that a strong image can boost trust in RSUD Jayapura because customer trust is 
generally associated with the image. 
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 The relationship between consumer trust and brand image suggests that higher trust in a brand 
lead to a higher product image (Prabowo, 2011; Arista, 2011). This is based on patients' perceptions of 
RSUD Jayapura's identity through visible and recognizable attributes such as the professionalism of doctors 
and nurses, the reputation and values established, and the symbols like logos, main colors, and slogans 
outlined by Lau and Lee (2000). We conclude that image characteristics are crucial in influencing consumer 
trust. Regarding RSUD's image, according to Na, Marshall, and Keller (1999), evaluations should not solely 
focus on attributes but must consider customers' perceptions of the benefits of using the brand.  
 Research by Eftitah, Martini, Susbiyani, and Herlambang (2023) on the Influence of Satisfaction and 
Hospital Image on Patient Trust and Loyalty showed that the hospital's image significantly and positively 
affects patient trust at RS Islam Fatimah Banyuwangi. This further underscores the significant role of a well-
managed hospital image in cultivating trust and loyalty among patients, demonstrating the broader impact 
of institutional reputation on patient outcomes. 
 
The Influence of Image on Loyalty 
 Confirmatory factor analysis of the loyalty variable indicates that regular treatment (Y4.3) has the 
highest factor loading of 89%. This suggests that patients' willingness to undergo examinations, treatments, 
medication regimens, and medical check-ups are crucial indicators of loyalty when aligned with other 
criteria. 
 Our hypothesis testing on the effect of image on loyalty revealed that the image positively and 
significantly influences the loyalty of patients at RSUD Jayapura. A positive image perceived by patients can 
enhance their loyalty to the hospital. Structural analysis results confirm that image has a significant impact 
on loyalty. This is supported by empirical evidence showing that utility or value positively correlates with 
loyalty/intention to buy, thus enhancing patient loyalty at RSUD Jayapura. 
 Research by Eftitah, Martini, Susbiyani, and Herlambang (2023) on the Influence of Satisfaction and 
Hospital Image on Trust and Loyalty showed that the hospital's image significantly and positively affects 
patient loyalty at RS Islam Fatimah Banyuwangi. 
 
The Influence of Trust on Loyalty 
 Hypothesis testing on the impact of trust on loyalty indicates that patient loyalty at RSUD Jayapura 
is positively and significantly influenced by trust. High trust can enhance patient loyalty towards RSUD 
Jayapura. Structural analysis results demonstrate that trust significantly affects loyalty. This means that 
high trust increases patient loyalty towards RSUD in Jayapura, as patient trust is considered a key factor in 
the success of healthcare services (LaVeist, Isaac, & Williams, 2009; Schwei, Kadunc, Nguyen, & Jacobs, 
2014). A study by Irawan (2024) found that trust and price significantly affect patient satisfaction, both 
partially and simultaneously. This further underscores the critical role of trust in enhancing loyalty, 
suggesting that when patients have confidence in the healthcare services provided, their loyalty to the 
healthcare facility is likely to increase. 
 
The Influence of Service Quality on Image Through Satisfaction 
 Several empirical studies align with this research, highlighting the mediating role of patient 
satisfaction in the relationship between medical quality and hospital image. According to Marzaweny et al. 
(2011), patient satisfaction mediates the impact of medical quality on the image of RSUD Arif Ahmad 
Pekanbaru. This suggests that the influence of medical quality on hospital image can be mediated through 
patient satisfaction. 
 Further, the research by Salas (2018) indicates that image is positively and significantly influenced 
by service quality through satisfaction, suggesting that service quality is a highly desired variable by 
consumers. The image of a company is formed when customers are satisfied with its products or services, 
emphasizing the importance of fulfilling customer expectations to form a positive public image. 
 
The Influence of Service Quality on Trust Through Satisfaction  
 The hypothesis testing regarding the direct influence of service quality on trust shows that trust is 
positively and significantly affected by service quality. Additionally, service quality indirectly affects trust 
through satisfaction. The significance test of the direct and indirect effects of service quality on trust 
indicates that both patient satisfaction and trust increase as the quality of service at RSUD Jayapura 
improves. Essentially, the quality of service provided by medical and administrative staff can enhance 
patient satisfaction with RSUD Kabupaten Jayapura, subsequently increasing patient trust. 
 This research corresponds with other empirical findings such as those by Suryani (2010), who 
states that satisfaction is a source of trust that needs to be fulfilled, hence service quality and brand image 
significantly impact satisfaction whether separately or jointly. Consistent with Trisetyanto and Mudiantono 



International Journal of Social Science and Business, Vol. 8, No. 3, 2024, pp. 515-530 524 

IJSSB. P-ISSN: 2614-6533 E-ISSN: 2549-6409  

(2011), it can be concluded that reliability and the quality of electronic banking significantly affect the 
willingness to perform recurring payment operations online. 
 Additionally, Wulaisfan, & Fauziah (2019) investigated the Influence of Service Quality on Patient 
Loyalty with Patient Satisfaction as a Mediating Variable in Hospitalized Patients at RSU Dewi Sartika 
Kendari. Their findings demonstrate that service quality significantly affects loyalty with patient 
satisfaction serving as an intervening variable. This underscores the critical role of quality service delivery 
in fostering both satisfaction and loyalty among patients. 
 
The Influence of Service Quality on Loyalty Through Satisfaction 
 Hypothesis testing has shown that service quality directly influences loyalty, having a significant 
and positive impact. Indirectly, loyalty is also affected through satisfaction, emphasizing the importance of 
understanding both direct and indirect influences. The quality of service in Jaipur District Hospital has been 
shown to enhance patient loyalty and satisfaction. Indeed, the service provided by doctors, nurses, and 
administrative staff increases patient satisfaction, prompting patients to share positive stories, give 
referrals, and engage in routine care. 
 This research supports previous studies, such as Akbar et al. (2009), who found that customer 
satisfaction is an important mediator between service quality and customer loyalty. Additionally, Rofiah 
and Wahyuni (2017) highlighted that customer loyalty can be increased through customer satisfaction and 
excellent service quality at Bank Muamalat Jombang. Massie (2015) also noted that the loyalty of PT Air 
Manado is determined by customer satisfaction. Alrahmi et al. (2023) showed that attitudes, service 
recovery, and serviscape significantly affect satisfaction, while accessibility and reliability do not. 
Accessibility, service recovery, serviscape, and satisfaction influence loyalty, whereas attitude and 
reliability do not. 
 
The Influence of Service Quality on Trust Through Image 
 The hypothesis test on the direct impact of service quality on trust shows that trust is significantly 
influenced by service quality, both directly and indirectly through image. Testing shows that as service 
quality increases, so do loyalty and the image of patients, which in turn helps enhance the image of RSUD 
Jayapura in terms of the quality of service provided by its medical and non-medical staff, thus boosting 
patient trust in their integrity, competence, and consistency. 
 Walandouw (2014) states that many studies have shown that service quality and brand image 
simultaneously influence customer trust when using BNI Taplus debit cards at the main BNI Manado store, 
suggesting that the quality of service and brand image should be scrutinized. Simultaneously, the reliability 
of customers using the BNI Taplus payment card at the BNI Manado head office has been declining. Similar 
findings were noted by Suryan (2010) and Trisetyanto and Mudiantono (2011), emphasizing the critical 
role of service quality and image in building trust among customers. 
 
The Influence of Service Quality on Loyalty Through Image 
 Hypothesis testing on the direct impact of service quality on loyalty shows that loyalty is positively 
and significantly influenced by the quality of service. Indirectly, loyalty is also influenced through the image 
enhanced by the service quality at RSUD Jayapura. High service quality at RSUD Jayapura increases patient 
loyalty through improved image, suggesting that the services provided by doctors, nurses, and 
administrative staff help enhance the hospital's image and attract positive stories, leading to 
recommendations for health services. 
 Handyanto (2012) and others have found that the company's image can mediate the impact of 
service quality on customer loyalty. This finding indicates that the influence of service quality on customer 
loyalty can be observed through the company's image. Furthermore, research by Sektiyaningsih et al. 
(2021) shows that this image significantly mediates the influence of service quality on patient loyalty. 
 
The Influence of Service Quality on Loyalty Through Trust 
 Direct hypothesis testing indicates that loyalty is positively and significantly influenced by service 
quality. Indirectly, service quality also influences loyalty through trust. The significance test of direct and 
indirect effects shows that when RSUD Jayapura has good service quality, patient trust and loyalty increase. 
 Substantially, the service quality provided by doctors, nurses, and administrative staff can enhance 
RSUD Jayapura patients' trust in their integrity, competence, and consistency, which are key to securing 
loyal patients willing to share positive stories, make recommendations, and engage in regular treatments. 
According to Agusiono and Sumarno (2006), higher service quality offered and greater consumer trust in 
using a product significantly increase consumer trust in that product, making it easier to create loyal 
customers. Pramana (2016) also states that service quality, customer trust, and customer loyalty are 
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interrelated, and the influence of one variable affects the others. Similarly, Kheng et al. (2010) and 
Handayanto (2012) argue that trust can mediate the influence of service quality on customer loyalty, 
demonstrating that the impact of service quality on customer loyalty can be mediated by trust. 
 
The Influence of Patient Satisfaction on Trust through Image 
 Direct hypothesis testing shows that trust is significantly and positively influenced by satisfaction. 
Similarly, patient satisfaction indirectly affects trust through image. The significance of both direct and 
indirect effects suggests that high patient satisfaction with administrative services, medical care, 
pharmaceuticals, and the environment at RSUD Jayapura enhances the hospital's image, thereby increasing 
patient trust in the integrity, competence, and consistency of the services provided.   
 Research findings, including those by Haeba and Sirajuddin (2015), Jani and Han (2011), 
Kantperger and Kunz (2010), Norizan and Aasia (2010), and Chung and Shin (2010), support this 
relationship. They highlight that when hospitals effectively respond to and communicate the importance of 
patient needs, trust is strengthened. This positive word-of-mouth improves the hospital’s image and 
benefits the organization. Alrubaiee (2011), Kim et al. (2008), Amin et al. (2013), and Muchlis & Dewanto 
(2013) also find that patient trust significantly impacts the hospital's reputation. 
 
The Influence of Patient Satisfaction on Loyalty through Image 
 Direct hypothesis testing reveals that patient satisfaction significantly influences loyalty. Indirectly, 
through the hospital's image, patient satisfaction also positively affects loyalty. This indicates that if patients 
at RSUD Jayapura are highly satisfied with the provided services, this not only enhances the hospital’s image 
but also significantly increases loyalty, fueled by positive narratives, recommendations, and regular medical 
treatments. 
 Confirmed research findings, such as those by Yusa and Risqa (2018) and Chandio et al. (2015), 
suggest that customer satisfaction is crucial as it makes customers pleased with the services offered by a 
company. Dissatisfaction leads to negative perceptions and reduces the likelihood of brand repurchase. 
Companies need to meet consumer needs to prevent them from switching to other brands. Furthermore, 
studies by Marzaweny and Hadiwidjoyo (2012), Andaleeb (1998), and Nguyen and LeBlanc (2002) confirm 
that patient satisfaction significantly influences both the hospital's image and patient loyalty, highlighting 
the mediating role of image in these relationships. 
 
The Influence of Patient Satisfaction on Loyalty through Trust 
 The hypothesis testing results show that satisfaction directly influences loyalty significantly. 
Additionally, patient satisfaction indirectly affects loyalty through trust. This indicates that high satisfaction 
among patients at RSUD Jayapura with administrative services, medical care, pharmaceuticals, and facilities 
boosts patient trust in healthcare providers, thereby enhancing loyalty through positive endorsements, 
recommendations, and regular healthcare engagements. 
 The mediation role of trust is supported by research from Wahyud et al. (2021), highlighting that 
trust mediates the relationship between satisfaction and customer loyalty. This underscores the importance 
for sectors like banking to maintain trust and satisfaction to enhance customer loyalty, as both trust and 
satisfaction positively correlate with customer loyalty. Furthermore, Prasetyo (2018) argues that customer 
satisfaction significantly impacts customer loyalty with trust serving as a mediating variable. 
 
The Influence of Image on Loyalty through Trust 
 Hypothesis testing regarding the direct influence of image on loyalty shows that image has a 
positive and significant effect on loyalty. However, the indirect impact of image on loyalty through trust 
shows a positive but not significant influence. This suggests that while a strong image built on personality, 
reputation, value, and corporate identity can enhance patient trust in the services provided by doctors and 
nurses, it does not significantly boost loyalty through positive storytelling, recommendations, or regular 
treatments. 
 This finding implies that trust, encompassing integrity, competence, and consistency of healthcare 
providers, might not guarantee patient loyalty in terms of actively sharing positive experiences or 
recommending the services to others. The mediating role of trust supports empirical findings that utility or 
value positively relates to loyalty/purchase intentions. According to Vazquez-Carassco and Foxall (2006), 
sociability, self-confidence, and a specific brand/product image positively influence loyalty intentions. If 
customers perceive high social benefits from a provider, they tend to remain loyal (Reynolds and Beatty, 
1999). Aydin (2005) describes corporate image as a function of consumer consumption experience, where 
customer satisfaction directly affects perceptions of the company and its image. This relationship is echoed 
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by Andreassen and Lindestand (1998), who noted that business performance, quality perception, customer 
satisfaction, and customer loyalty are influenced by corporate image. 
 

4. CONCLUSION 

 The findings from the analysis reveal several significant relationships between service quality, 
patient satisfaction, trust, image, and loyalty within the healthcare context. Firstly, service quality has a 
direct and significant positive impact on patient satisfaction, indicating that enhancements in tangible 
aspects, empathy, responsiveness, reliability, and assurance effectively boost patient satisfaction levels. 
Moreover, service quality influences the hospital's image both directly and indirectly via patient 
satisfaction. This suggests that high-quality service not only enhances the hospital's image directly but also 
does so indirectly by increasing patient satisfaction. Furthermore, service quality impacts patient trust both 
directly and through the mediating effects of satisfaction and image. This layered influence underscores the 
importance of comprehensive quality management in fostering trust among patients. In terms of loyalty, 
service quality demonstrates a significant positive effect both directly and mediated through satisfaction, 
image, and trust, highlighting the multifaceted role of service quality in cultivating patient loyalty. 
 Patient satisfaction itself is a critical determinant of the hospital's image, suggesting that 
improvements in administrative and medical service satisfaction, as well as satisfaction with medications 
and facilities, can substantially enhance the hospital's overall image. Satisfaction also significantly boosts 
patient trust, both directly and indirectly through the improved image. The enhanced trust, in turn, supports 
higher patient loyalty, illustrating a cascading effect where satisfaction elevates trust, which then bolsters 
loyalty. The hospital's image plays a pivotal role in shaping patient trust and loyalty. A stronger image, 
characterized by a robust personality, reputation, value, and corporate identity, directly increases patient 
trust and loyalty. However, while the direct impact of image on loyalty is significant, its indirect impact 
through trust is not, suggesting that while a positive image is crucial, its effectiveness in enhancing loyalty 
through trust needs further exploration. 
 Lastly, trust is confirmed as a significant and direct enhancer of patient loyalty. This relationship 
emphasizes the importance of integrity, competence, and consistency in healthcare providers, which are 
essential for securing long-term patient loyalty. These findings collectively highlight the interconnected 
nature of service quality, satisfaction, image, trust, and loyalty in healthcare, suggesting that hospitals 
should focus on these areas simultaneously to improve patient outcomes and institutional reputation. 
 The study presented several suggestions for healthcare facilities, particularly emphasizing RSUD 
Jayapura. To begin with, enhancing service quality elements such as tangibles, empathy, responsiveness, 
reliability, and assurance could substantially increase patient satisfaction, trust, and loyalty. It is 
recommended that training programs and quality control measures be regularly updated to surpass patient 
expectations. Additionally, a strong focus on patient satisfaction through integrated satisfaction surveys and 
feedback mechanisms can provide actionable insights that drive improvements. Building and maintaining 
a strong, positive hospital image through consistent branding and communication of values is crucial, as it 
directly influences public perception and patient choice. 
 Trust between the hospital and its patients is critical for fostering loyalty; therefore, hospitals 
should prioritize transparency and consistency in their interactions with patients. Programs that reinforce 
the link between trust and loyalty, such as loyalty programs or patient advocacy groups, could also prove 
beneficial. Despite the valuable insights provided, the study has several limitations that need consideration. 
The findings are specific to RSUD Jayapura and might not be generalizable to other settings without 
considering local contexts. The study's cross-sectional design also limits the ability to definitively infer 
causality. 
 The reliance on self-reported data might introduce bias, suggesting a need for more objective 
measures in future research. The study also did not explore other potential mediating variables such as 
patient education and cultural factors, which could influence the relationships studied. Furthermore, 
external factors such as healthcare policy changes, economic conditions, and technological advancements 
were not accounted for, which could affect the general outcomes and applicability of the findings. Future 
research addressing these limitations would enhance the understanding and provide more robust 
strategies for healthcare management to improve patient satisfaction and loyalty. 
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