DAFTAR PUSTAKA

Yusefi AR, Sarvestani SR, Kavosi Z, Bahmaei J, Mehrizi MM, Mehralian
G. Patients’ perceptions of the quality of nursing services. BMC Nurs
[Internet] 2022;21(1):1-11. Available from: https://doi.org/10.1186/s12912-
022-00906-1

Ferreira D, Vieira I, Pedro M, Caldas P, Varela M. Patient Satisfaction with
Healthcare Services and the Techniques Used for its Assessment: A
Systematic Literature Review and a Bibliometric Analysis. Healthcare
(Switzerland) [revista en Internet] 2023 [acceso 8 de octubre de 2023]; 11(5):
1-31. Healthc Rev [Internet] 2023;21(2):693. Available from:
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC10001171/pdf/healthcare-
11-00639.pdf

KhanMohammadi E, Talaie HR, Azizi M. A healthcare service quality
assessment model using a fuzzy best-worst method with application to
hospitals  with  in-patient  services. Healthc = Anal [Internet]
2023;4(April):100241. Available from:
https://doi.org/10.1016/j.health.2023.100241

Sekar H, Tan PHP, Harapan UP. Syntax Literate : Jurnal [Imiah Indonesia p
—ISSN : 2541-0849 The Relationship Between Hospital Service Quality And
Patient Trust Mediated By Patient Satisfaction In Patient Loyalty At Hospital
X Sekar Huga , Pauline H . Pattyranie Tan Introduction A hos. 2024;9(7).

Han T, Wei Q, Wang R, Cai Y, Zhu H, Chen J, et al. Service Quality and
Patient Satisfaction of Internet Hospitals in China: Cross-Sectional

Evaluation With the Service Quality Questionnaire. J Med Internet Res
2024;26.

Farrokhi P, Bagherzadeh R, Arab-Zozani M, Zarei E. Assessing the quality
of hospital outpatient services in Iran: a systematic review and meta-analysis.
BMC Health Serv Res 2023;23(1):1-10.

Ananta WS, Ichsan B, Isa M. Persepsi Pasien Terhadap Pelayanan Rumah
Sakit di Indonesia : Sebuah Tinjauan Naratif Komprehensif. 2025;4(3):128—
35.

Riska Y, Henni F, Angraini W. Persepsi Pasien Tentang Kualitas Pelayanan
Rumah Sakit Pada Masa Pandemi Covid 19. J Kesmas Ascleipus [Internet]
2021;3:49-59. Available from:
https://doi.org/10.31539/jka.v3i2.3071%0APERSEPSI

August F, Nyamhanga T, Kakoko DC, Anaeli A, Mwangu MA.
Implementation of Patient Complaint Management Mechanisms for Quality
Improvement in Maternal Health Services: Exploration of Provider
Perspectives at Mkuranga District Hospital. Int J Womens Health
2025;17(May):1933-44.

59



10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

Suresh Panchbhai B, Makarand Pathak V. Development and evaluation of a
model for effective translation of patient complaints in natural language to
relevant medical terms by using following NLP techniques. J Neonatal Surg
2025;14(6S):463-80.

Yong LPX, Tung JYM, Lee ZY, Kuan W Sen, Chua MT. Performance of
Large Language Models in Patient Complaint Resolution: Web-Based Cross-
Sectional Survey. J] Med Internet Res 2024;26:1-14.

Wei B, Hu X, Wu XR. Considerations and Challenges in the Application of
Large Language Models for Patient Complaint Resolution. J Med Internet
Res 2024;26(1):1-2.

Liu J, Ding P, Jiang H. Exploring sources of patient dissatisfaction in mobile
health communication: A text analysis based on structural topic model. Digit
Heal 2024;10(20).

Rahim AIA, Ibrahim MI, Musa KI, Chua SL. Facebook reviews as a
supplemental tool for hospital patient satisfaction and its relationship with

hospital accreditation in malaysia. Int J Environ Res Public Health
2021;18(14).

Han T, Wei Q, Wang R, Cai Y, Zhu H, Chen J. Service Quality and Patient
Satisfaction of Internet Hospitals in China : Cross-Sectional Evaluation With
the Service Quality Questionnaire Corresponding Author : J Med Internet
Res [Internet] 2024;26. Available from:
https://www.jmir.org/2024/1/e55140

Purnomo H, Nugraha FS, Mandiri UN, Melayu C, Timur KJ. Aplikasi
Komplain Online Untuk Meningkatkan Kualitas Pelayanan Rumah Sakit
Umum Daerah Tarakan Jakarta. 2025;13(2):658—64.

Zaman N, Goldberg DM, Abrahams AS, Essig RA. Facebook Hospital
Reviews: Automated Service Quality Detection and Relationships with
Patient Satisfaction. Decis Sci 2021;52(6):1403-31.

Ye C, Cao C, Yang J, Shao X. Explore How Online Healthcare Can Influence
Willingness to Seek Offline Care. Int J Environ Res Public Health
2022;19(13).

Wu DC, Zhao X, Wu J. Online Physician-Patient Interaction and Patient
Satisfaction: Empirical Study of the Internet Hospital Service. J Med Internet
Res 2023;25:1-15.

Zheng C, Zhang Y, Lian X, Ke J, Chen H, Chen Y. Impact of hospital
complaint handling on promoting high-quality development of hospitals via
an emotional language analysis model: a case study of a tertiary hospital

service center in Quanzhou city, Fujian province. Front Heal Serv
2025;5(August).

Han S, Liang Z. Using patient feedback to predict effects of quality

60



22.

23.

24.

25.

26.

27.

28.
29.

30.

31.

32.

33.

34.

35.

36.

37.

38.

improvement initiatives. Int J Health Plann Manage 2024;39(6):1696—711.

Mora-Opazo N, Venegas-Mardonez M, Wolferson Wevar A, Romero-Soto
P. Perception of the quality of nursing care and user satisfaction in hospitals
in Chile. Salud, Cienc y Tecnol 2024;4.

Ruangan D. Laporan Hasil Akhir Survei Kepuasan Masyarakat (Skm) Rsd
K.R.M.T. Wongsonegoro Kota Semarang. 2025;(September).

Aduan Tm, Identitas M, Aduan P, Dampak K, Ruangan Igd, Investigasi U,
Et Al. Rsd K.R .M. T. Wongsonegoro Kota Semarang. 2025;(November).

Ruangan D, Risiko G. Rsd K. R . M . T . Wongsonegoro Kota Semarang.
2025;

Ruangan D. Rsd K . R . M . T . Wongsonegoro Kota Semarang.
2025;(September).

Aduan Tm, Identitas M, Aduan P, Dampak K, Investigasi Ru, Lanjut T, Et
Al.Rsd K.R .M. T. Wongsonegoro Kota Semarang. 2025;

JuliB.Rsd K. R .M. T. Wongsonegoro Kota Semarang. 2025;

Wardhana A. Service Quality & E-Service Quality In The Digital Edge —
Edisi Indonesia. Purbalingga: 2024.

Yusuf INA, Muda I KS. The Role of E-SERVQUAL in Enhancing Online
Service Quality: A Systematic Literature Review. 2025;21(3):81-9.

Fan W, Shao B, Dong X. Effect of e-service quality on customer engagement
behavior in community e-commerce. 2022;(September):1-16.

Hartati W, Lusiyana D, Nurmelia R. The Effect of E-Service of Quality on
Customer Satisfaction in Using The Shopee Application. 2022;2(1):148-55.

Isalman, Ahmad Mubaraq, Conny APN. Urgensi e-service quality untuk
penguatan kepercayaan dalam keputusan pembelian 1. 2025;17(1):112-25.

Kristioni R, Baistama RP, Widjaja I. The Influence of E-Service Quality on
Customer Satisfaction and Loyalty in Online Transportation Applications.
2025;30(01):71-87.

Gunawan F, Baharuddin SM. Analysis of E-service Quality and Trust on
Customer Satisfaction and its Implications on Loyality. 2024;5(3):1-14.

Nguyen TD, Banh UUT, Nguyen TM, Nguyen TT. E-Service Quality : A
Literature Review and Research Trends.

Vanchapo AR, Magrifoh. Mutu Pelayanan Kesehatan dan Kepuasan Pasien
Penerbit [Internet]. 2022. Available from:
https://www.researchgate.net/publication/364313680%0AMutu

Goodrich GW, Lazenby JM. Elements of patient satisfaction: An integrative

61



39.
40.

41.

42.

43.

44.

45.

46.

47.

48.

49.

50.

51.

52.

review. Nurs Open 2023;10(3):1258-69.
Idris H. Mutu Pelayanan Kesehatan. Palembang:

Gavurova B, Dvorsky J, Popesko B. Patient satisfaction determinants of
inpatient healthcare. Int J Environ Res Public Health. [revista en Internet]
2021 [acceso 5 de octubre de 2022]; 18(21): 11337. Int J Environ Res Public
Health [Internet] 2021;18(21):1-18. Available from:
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC8582779/

Belasen, Ph.D. AT, Eisenberg, Ph.D. B, Borgos, Ph.D. J. Transforming
Leadership, Improving the Patient Experience. 2024.

Heryana A. Teori dan Jenis Sistem. Artik Kepemimp Berfikir Sist
2021;(4):39.

Ni Wayan Purnama INAA. Teori dan Implementasi Sistem Informasi di
Berbagai Bidang. 2022.

Amrina, Aslam, Islam K, Sutapa IK, Kurniawansyah, Abdullah D, et al.
Web-Based Complaints Service Information System at Dewantara District
Office. Int J Eng Sci Inf Technol 2024;4(1):33-8.

Vignesh S, Anil Kumar L, Reddy MS. Blockchain: Online police complaint
management system. 2nd Int Conf Artif Intell Mach Learn Appl Healthc
Internet Things, AIMLA 2024 2024;1-10.

Asmoro ET, Wardhani IP, Ekasari MH. Online Information Delivery Service
System Design Using Web-Based Forward Chaining Method in
Pharmaceutical Companies. J Appl Eng Technol Sci 2022;3(2):116-25.

Alenezy FA, Akhlag M. Fix-It: Design and Implementation of a Public
Complaint Management System. ICCoSITE 2023 - Int Conf Comput Sci Inf
Technol Eng Digit Transform Strateg Facing VUCA TUNA Era 2023;858—
62.

Nguyen QN, Ngo AT, Mai VN. Factors impacting online complaint intention
and service recovery expectation: The case of e-banking service in vietnam.
Int J Data Netw Sci 2021;5(4):659—66.

Heryana A. Buku Ajar Metodologi Penelitian pada Kesehatan Masyarakat :
Bahan Ajar Keperawatan Gigi. 2020;(June):1-187. Available from:
https://www.researchgate.net/publication/342144107

Hardani, Helmina Andriani JU, Utami EF, Istiqgomah RR, Fardani RA,
Sukmana DJ, Auliya NH. Buku Metode Penelitian Kualitatif. 2020.

Jailani MS, Jeka F. Populasi dan Sampling ( Kuantitatif ), Serta Pemilihan
Informan Kunci ( Kualitatif ) dalam Pendekatan Praktis. 2023;7:26320-32.

Purnawinadi IGTP.
FullBookManajemendanAnalisisDataPenelitianKuantitatifKesehatan. 2023.

62



53.

54.

55.

56.

57.

58.

59.

60.

61.

62.

Setyawan DA. Buku Ajar Statistika Kesehatan Analisis Bivariat Pada
Hipotesis Penelitian. 2022.

Dewi F, Anggraini P, Ana V, Setyawati V, Dian U, Semarang N. Jurnal
basicedu. 2022;6(4):6491-504.

Slamet Widodo, S.S., M.Kes. dr.Festy Ladyani, M.Kes La Ode Asrianto,
SKM., M.Kes Ns. Rusdi., S.Kep., M.Kep Khairunnisa, SKM., M.M., M.kes
dr. Sri Maria Puji Lestari, M.Pd.Ked. Dian Rachma Wijayanti, M.Sc Ade
Devriany, SKM, M.Kes Abas Hidayat, M. Pd dr. Da MK. Buku Ajar Metode
Penelitian. Pangkalpinang: 2023.

Kurniati Y. 17-Metodologi Penelitian Kesehatan Teori Dan Praktik (1).
2025.

Istianah E, Yustanti W. Analisis Kepuasan Pengguna pada Aplikasi Jenius
dengan Menggunakan Metode EUCS ( End-User Computing Satisfaction )
berdasarkan Perspektif Pengguna. 2022;03(04):36—44.

Meiyana NS, Susanto T, Rokhmah D. Analysis of hospital management
information system satisfaction using the end-user computing satisfaction
method: A cross-sectional study. 2023;11(1):4-11. Available from:
https//dx.doi.org/10.24.198/jkp.v11i1.2099

Dini A, Panggabean M, Oktrianadewi S, Delanian CC. Kajian Penerapan
Sistem Informasi Manajemen Rumah Sakit Menggunakan Metode EUCS
Study of the Implementation of Hospital Management Information Systems
Using the EUCS Method. 2024;3(2):69-76.

Fatunnisa HH, Gunawan E. Analysis Of Medical Record Officer * s
Satisfaction With The Implementation Of Electronic Medical Records Using
The End-User Computing Satisfaction Method. Int J Prima Husada Heal
(24):20-9.

Khasanah R, Widiyanto WW. Global Health : Journal of Health User-Centric
Evaluation of EMR Implementation with EUCS Framework in a Mid-Tier
Indonesian Hospital. 2025;0-7. Available from:
https://creativecommons.org/licenses/by-sa/4.0/

Sabran, Yunus M, Ramadhani A. Evaluasi Pengguna Hospital Management
Information System (HMIS) dengan Metode End User Computing
Satisfaction (EUCS) di Instalasi Rawat Jalan RSUP Dr. Kariadi Semarang. J
Teknol Inf dan Multimed [Internet] 2023;5. Available from:
https://creativecommons.org/license/by-sa/4.0/

63



