
54 

 

 
 

DAFTAR PUSTAKA 

Aboalshamat, K. T., (2020). Awareness of, beliefs about, practices of, and barriers 

to teledentistry among dental students and the implications for Saudi 

Arabia Vision 2030 and coronavirus pandemic. Journal of International 

Society of Preventive & Community Dentistry, 10(4): 432-431. 

Aboalshamat, K. T., Althagafi, T. K., Alsaeedi, S. A., Alhumaidi, S. N., & 

Alemam, A. A. (2022). Accuracy and perceptions of teledentistry in KSA 

during the COVID-19 pandemic: A single-centre randomised controlled 

trial. Journal of Taibah University Medical Sciences, 17(3):506-515. 

Abbasi-Moghaddam, M. A., Zarei, E., Bagherzadeh, R., Dargahi, H., & Farrokhi, 

P. (2019). Evaluation of service quality from patients’ viewpoint. BMC 

Health Services Research, 19(1): 1-7. 

Akbar, F. H., dan Jaya, M. T. (2017). Relationship Between Service Quality On 

Public Health Center And Patient Satisfaction. Glob J Health Sci, 9(7): 96-

102. 

Alhassan, R. K., Duku, S. O., Janssens, W., Nketiah-Amponsah, E., Spieker, N., 

van Ostenberg, P., & Rinke de Wit, T. F. (2015). Comparison of perceived 

and technical healthcare quality in primary health facilities: implications 

for a sustainable National Health Insurance Scheme in Ghana. PloS 

one, 10(10): 2-3 

Aliman, N. K., & Mohamad, W. N. (2016). Linking service quality, patients’ 

satisfaction and behavioral intentions: an investigation on private 

healthcare in Malaysia. Procedia-Social and Behavioral 

Sciences, 224:141-148. 

Alrubaiee L., dan Alkaa'ida, F.(2011). The mediating effect of patient satisfaction 

in the patients' perceptions of healthcare quality–patient trust relationship. 

Int J Mark Stud.3(1):103 

Alwan, Q. N., dan Rajab, R. A. (2021). Effect of functional quality on patient 

satisfaction through the mental image of hospital. International Journal of 

Business Management and Economic Review, 4(3): 221-223 

Amtha, R., Gunardi, I., Astoeti, T. E., dan Roeslan, M. O. (2021). Characteristic 

of Oral Medicine Patient Using Teledentistry During Covid-19 

Pandemic. ODONTO: Dental Journal, 8(1): 18-27. 

Amtha, R., Gunardi, I., Astoeti, T. E., & Roeslan, M. O. (2021). Satisfaction level 

of the oral medicine patients using teledentistry during the COVID-19 

pandemic: a factor analysis. Journal of International Society of Preventive 

& Community Dentistry, 11(4): 414. 

Andrianto, W., & Fajrina, A. R. (2021). Tinjauan Perbandingan Penyelenggaraan 

Telemedicine Antara Indonesia dan Amerika Serikat. Jurnal Hukum 

Kesehatan Indonesia, 1(02): 70-85. 

Hubungan Antara Kualitas Layanan dan Karakteristik Individu dengan Kepuasan Pasien Pengguna
Layanan
Teledentistry Di RSGM Universitas Muhammadiyah Yogyakarta
CHINDY ALIFA ILMAZURA, Dr.drg.Julita Hendrartini, M.Kes., AAK, Dr.drg.Sri Widiati, MPH
Universitas Gadjah Mada, 2023 | Diunduh dari http://etd.repository.ugm.ac.id/



55 

 

 
 

Arifin, S., Rahman, A., Muhyi, R., Putri, A. O., & Hadianor, H. (2019). 

Hubungan Usia, Tingkat Pendidikan, Fasilitas Kesehatan dengan 

Kepuasan Pasien di Puskesmas Muara Laung. Jurnal Publikasi Kesehatan 

Masyarakat Indonesia, 6(2):41-42 

Asriawal, A., Thioritz, E., & Asridiana, A. (2021). Tingkat Anxieti Pasien 

Terhadap Kunjungan Ke Pelayanan Kesehatan Gigi Dan Mulut Pada Masa 

Pandemi Covid-19. Media Kesehatan Gigi: Politeknik Kesehatan 

Makassar, 20(2): 54-59. 

Astoeti, T.E dan Widyarman, A.S. (2020). Teledentistry. Jakarta: Fakultas 

Kedokteran Gigi Universitas Trisakti. 

Azwar, S. (2001). Asumsi-asumsi dalam inferensi statistika. Buletin 

Psikologi, 9(1): 9 

Bolarinwa, O. A. (2015). Principles and methods of validity and reliability testing 

of questionnaires used in social and health science researches. Nigerian 

Postgraduate Medical Journal, 22(4): 195-196 

Bhochhibhoya, A. M. A. R., dan Shrestha, R. E. J. I. N. A. (2020). Teledentistry: 

A novel tool in our arsenal to combat COVID-19. Int Healthc Res 

J, 4(4):77-80. 

Byrne, E., dan Watkinson, S. (2021). Patient And Clinician Satisfaction With 

Video Consultations During The COVID-19 Pandemic: an opportunity for 

a new way of working. Journal of orthodontics, 48(1): 64-73. 

Cataldo, R., Arancibia, M., Stojanova, J., & Papuzinski, C. (2019). General 

concepts in biostatistics and clinical epidemiology: Observational studies 

with cross-sectional and ecological designs. Medwave, 19(08): 2 

Cantor, J. H., McBain, R. K., Pera, M. F., Bravata, D. M., & Whaley, C. M. 

(2021). Who is (and is not) receiving telemedicine care during the 

COVID-19 pandemic. American journal of preventive medicine, 61(3): 

434-438 

Chabibah, A. N., & Kusumayati, A. (2021). Hubungan Mutu Pelayanan Terhadap 

Kepuasan Pengguna Platform Halodoc Di Jabodetabek Tahun 

2021. NERSMID: Jurnal Keperawatan dan Kebidanan, 4(2): 146-157. 

Cimperman, M., Brenčič, M. M., & Trkman, P. (2013). Stanonik MdL. Older 

adults’ perceptions of home telehealth services. Telemed JE 

Health, 19(10): 786-790. 

Dokter, E. M., Mouës, C. M., Van Rooij, I. A., dan van der Biezen, J. J. (2017). 

Patient satisfaction with surgical outcome after hypospadias 

correction. Journal European Urology Supplements, 16(1): 16-22 

Hubungan Antara Kualitas Layanan dan Karakteristik Individu dengan Kepuasan Pasien Pengguna
Layanan
Teledentistry Di RSGM Universitas Muhammadiyah Yogyakarta
CHINDY ALIFA ILMAZURA, Dr.drg.Julita Hendrartini, M.Kes., AAK, Dr.drg.Sri Widiati, MPH
Universitas Gadjah Mada, 2023 | Diunduh dari http://etd.repository.ugm.ac.id/



56 

 

 
 

Etki, S. H. V. H. M. (2019). Evaluation of factors affecting patient satisfaction 

with health care services: A cross-sectional study in an endourology 

clinic. Journal of urological surgery, 6(4): 278-282. 

Estai, M., Bunt, S. M., Kanagasingam, Y., Kruger, E., dan Tennant, M. (2018). A 

resource reallocation model for school dental screening: taking advantage 

of teledentistry in low‐risk areas. International dental journal, 68(4): 262-

268. 

Estai, M., Kanagasingam, Y., Mehdizadeh, M., Vignarajan, J., Norman, R., 

Huang, B., dan Tennant, M. (2020). Teledentistry as a novel pathway to 

improve dental health in school children: a research protocol for a 

randomised controlled trial. BMC Oral Health, 20(1):1-9. 

Fernandez, C. E., Maturana, C. A., Coloma, S. I., Carrasco-Labra, A., & 

Giacaman, R. A. (2021). Teledentistry and mHealth for promotion and 

prevention of oral health: a systematic review and meta-analysis. Journal 

of dental research, 100(9): 914-927. 

Fiala, T. G. (2012). What do patients want? Technical quality versus functional 

quality: a literature review for plastic surgeons. Aesthetic Surgery 

Journal, 32(6): 751-759. 

Garcia, R., Olayele, A., dan Han, W. (2017). Defining dimensions of patient 

satisfaction with telemedicine: An analysis of existing measurement 

instruments: 3799-3800 

Ghai, S. (2020). Teledentistry during COVID-19 pandemic. Diabetes & Metabolic 

Syndrome: Clinical Research & Reviews, 14(5): 933-935. 

Ghane, A., dan Sweeny, K. (2013). Embodied health: A guiding perspective for 

research in health psychology. Health Psychology Review, 7(sup1): S159-

S184. 

Gronroos, C. (1984). A service quality model and its marketing 

implications. European Journal of marketing, 18(4):36-44. 

Hansa, I., Semaan, S. J., Vaid, N. R., dan Ferguson, D. J. (2018). Remote 

Monitoring and “Tele-orthodontics”: Concept, scope and applications. 

In Seminars in Orthodontics . 24(4): 470-481 

Hanifah, L., Suryoputro, A., dan Arso, S. P. (2018). Faktor-Faktor yang 

Berhubungan dengan Persepsi Terhadap Kualitas Layanan Pendaftaran 

Pasien Rawat Jalan Via SMS Gateway di RSUD Tugurejo 

Semarang. Jurnal Kesehatan Masyarakat (Undip), 6(5): 104-116 

Hervina, H., Nasutianto, H., & Astuti Ni Kadek, A. (2021). Konsultasi dan 

edukasi masalah kesehatan gigi dan mulut serta protokol kesehatan selama 

masa pandemi COVID-19 secara online melalui teledentistry. Jurnal 

Kreativitas PKM: 299-306. 

Hubungan Antara Kualitas Layanan dan Karakteristik Individu dengan Kepuasan Pasien Pengguna
Layanan
Teledentistry Di RSGM Universitas Muhammadiyah Yogyakarta
CHINDY ALIFA ILMAZURA, Dr.drg.Julita Hendrartini, M.Kes., AAK, Dr.drg.Sri Widiati, MPH
Universitas Gadjah Mada, 2023 | Diunduh dari http://etd.repository.ugm.ac.id/



57 

 

 
 

Irianti, B., Fadly, F., & Nursta’adah, U. (2021). Mendekatkan Pelayanan Bidan 

Dalam Masa Covid-19 (Konsultasi Online Kebidanan Pada Masa 

Pandemik). Prosiding Penelitian Pendidikan dan Pengabdian 2021, 1(1): 

1119-1125 

Januar, D. P. (2020). Covid-19 dan Kedokteran Gigi. PDGI Artikel. 

http://pdgi.or.id/artikel/covid-19-dankedokteran-gigi (08/09/2022) 

Kadarina, T. M. (2020). Otomatisasi Perekaman Foto Intraoral Gigi untuk Rekam 

Medis Elektronik Menggunakan Internet of Things. Jurnal Teknologi 

Elektro, 11(1): 56-63. 

Kowalik, K., & Klimecka-Tatar, D. (2018). The process approach to service 

quality management. Production Engineering Archives, 18(18): 31-34. 

Kleinbaum, D. G., dan  Kupper, L. L. (1982). Applied regression analysis and 

other multivariable methods. Cengage Learning. 

Kruse, C. S., Krowski, N., Rodriguez, B., Tran, L., Vela, J., & Brooks, M. (2017). 

Telehealth and patient satisfaction: a systematic review and narrative 

analysis. BMJ open, 7(8):10-11 

Kopycka-Kedzierawski, D. T., McLaren, S. W., & Billings, R. J. (2018). 

Advancement of teledentistry at the University of Rochester’s Eastman 

Institute for Oral Health. Health Affairs, 37(12):1960-1966. 

Latif, N., Alam, A. N., & Abdullah, S. (2016). Knowledge and attitude of dentists 

towards tele-dentistry in Pakistan. Pakistan Oral & Dental 

Journal, 36(2):205-208 

Lin, G. S. S., Koh, S. H., Ter, K. Z., Lim, C. W., Sultana, S., & Tan, W. W. (2022). 

Awareness, knowledge, attitude, and practice of teledentistry among dental 

practitioners during covid-19: a systematic review and meta-

analysis. Medicina, 58(1): 130. 

Lu, W., Hou, H., Ma, R., Chen, H., Zhang, R., Cui, F., ... dan Zhai, Y. (2021). 

Influencing factors of patient satisfaction in teleconsultation: A cross-

sectional study. Technological Forecasting and Social 

Change, 168(120775):2-4 

Lwanga SK, and Lemeshow S. (1991). Sample Size Determination in Health 

Studies. WHO: Geneva 

Manzoor, F., Wei, L., Hussain, A., Asif, M., dan Shah, S. I. A. (2019). Patient 

satisfaction with health care services; an application of physician’s 

behavior as a moderator. International journal of environmental research 

and public health, 16(18): 3318. 

Maulana, M. R., Setyawardhana, R. H. D., & Hamdani, R. (2022). Hubungan 

Usia, Tingkat Penggunaan Teknologi Informasi, Dan Pengalaman Kerja 

Hubungan Antara Kualitas Layanan dan Karakteristik Individu dengan Kepuasan Pasien Pengguna
Layanan
Teledentistry Di RSGM Universitas Muhammadiyah Yogyakarta
CHINDY ALIFA ILMAZURA, Dr.drg.Julita Hendrartini, M.Kes., AAK, Dr.drg.Sri Widiati, MPH
Universitas Gadjah Mada, 2023 | Diunduh dari http://etd.repository.ugm.ac.id/



58 

 

 
 

Terhadap Pemanfaatan Teledentistry Pada Dokter Gigi Di 

Banjarmasin. Dentin, 6(2) 

Marino, R., dan Ghanim, A. (2013). Teledentistry: a systematic review of the 

literature. Journal of Telemedicine and Telecare, 19(4): 179-183 

Maqsood, A., Sadiq, M. S. K., Mirza, D., Ahmed, N., Lal, A., Halim, M. S. B., & 

Alam, M. K. (2021). The Teledentistry, Impact, Current Trends, and 

Application in Dentistry: A Global Study. BioMed Research International. 

2021:3-5 

Meng, F., Guo, X., Peng, Z., Ye, Q., & Lai, K. H. (2022). Trust and elderly users' 

continuance intention regarding mobile health services: the contingent role 

of health and technology anxieties. Information Technology & 

People, 35(1): 259-280. 

Menhadji, P., Patel, R., Asimakopoulou, K., Quinn, B., Khoshkhounejad, G., 

Pasha, P., & Nibali, L. (2021). Patients’ and dentists perceptions of tele-

dentistry at the time of COVID-19. A questionnaire-based study. Journal 

of dentistry, 113(103782): 2-5 

Mihailovic, B., Miladinovic, M., dan Vujicic, B. (2011). Telemedicine in 

Dentistry. Dalam G. Graschew, & T. A. Roelofs, Advances in 

Telemedicine: Applications in Various Medical Disciplines and 

Geographical Regions: 215-230 

Mukhtar, F., Anjum, A., Bajwa, M. A., Shahzad, S., Hamid, S., Masood, Z. M., 

dan Mustafa, R. (2013). PATIENT SATISFACTION;: OPD services in a 

Tertiary Care Hospital of Lahore. The Professional Medical 

Journal, 20(06): 973-980. 

Nambiar, B. K., Ramanathan, H. N., Rana, S., dan Prashar, S. (2018). Perceived 

service quality and customer satisfaction: A missing link in Indian banking 

sector. Vision, 23(1): 44-55 

Nagarajappa, R., Aapaliya, P., Sharda, A. J., Asawa, K., Tak, M., Pujara, P., & 

Bhanushali, N. (2013). Teledentistry: Knowledge and attitudes among 

dentists in Udaipur, India. Oral Health Dent Manag, 12(502): 2. 

Nasrul, N. (2020). The effect of functional quality variables and technical quality 

on patient satisfaction mediated by image. Management Science 

Letters, 10(7): 1587-1596. 

Nguyen, M., Waller, M., Pandya, A., & Portnoy, J. (2020). A review of patient 

and provider satisfaction with telemedicine. Current allergy and asthma 

reports, 20(11): 1-7. 

Novalino, N. dan Adisasmito, W. B. B. (2021). Peran Serta Rumah Sakit Khusus 

Gigi dan Mulut Selama Masa Pandemi Covid-19. Jurnal Health Sains, 

2(8): 1040-1048. 

Hubungan Antara Kualitas Layanan dan Karakteristik Individu dengan Kepuasan Pasien Pengguna
Layanan
Teledentistry Di RSGM Universitas Muhammadiyah Yogyakarta
CHINDY ALIFA ILMAZURA, Dr.drg.Julita Hendrartini, M.Kes., AAK, Dr.drg.Sri Widiati, MPH
Universitas Gadjah Mada, 2023 | Diunduh dari http://etd.repository.ugm.ac.id/



59 

 

 
 

Nuroctaviani, A., dan Satia, E. P. (2021). Analisis penggunaan telemedicine pada 

pendaftaran rekam medis klinik pratama medika antapani: 910-916. 

Oroh, M. E., Rompas, S., & Pondaag, L. (2014). Faktor-faktor yang berhubungan 

dengan tingkat kepuasan pasien rawat inap terhadap pelayanan 

keperawatan di ruang interna RSUD Noongan. Jurnal Keperawatan, 2(2) 

Oktaviani, R. I. dan Dewanto, I. (2022). Assessment of factors influencing the 

patient's perception of teledentistry services. Scripta Medica, 53(4): 315-

320. 

Parasuraman, V.A., dan Zeithaml, L.L. Berry,(1988). SERVQUAL: A Multiple-

Item Scale for Measuring Consumer Perceptions of Service Quality. 

Journal of Retailing 64(1), pp.5-6. 

Parasuraman, A., Zeithaml, V.A., and Malhotra, A. (2005). E-S-QUAL: A multi- 

ple item scale for electronic service quality. Journal of Service Research 

7(3): 213-233. 

Petruzzi, M. dan De Benedittis, M. (2016). WhatsApp: a telemedicine platform 

for facilitating remote oral medicine consultation and improving clinical 

examinations. Oral surgery, oral medicine, oral pathology and oral 

radiology, 121(3): 248-254. 

Priyadarshi, S. (2021). Teledentistry & COVID 19 in Tele-Era. Saudi J Oral Dent 

Res, 6(4): 157-159 

Putra, Y. S., 2016. Theoritical Review : Teori Perbedaan Generasi. Among 

Makarti, pp. 123-134. 

Ra'uf, M. (2021). Komunikasi Terapeutik Perawat Pada Tingkat Kepuasan Pasien: 

Studi Kasus Di Rumah Sakit Ulin Banjarmasin. Jurnal Terapung: Ilmu-

Ilmu Sosial, 3(2): 37-46. 

Rahman, N., Nathwani, S., & Kandiah, T. (2020). Teledentistry from a patient 

perspective during the coronavirus pandemic. British dental journal:1-4. 

Rahmqvist, M., & Bara, A. C. (2010). Patient characteristics and quality 

dimensions related to patient satisfaction. International journal for quality 

in health care, 22(2): 86-92. 

Rizal, A., dan Riza, Y. (2014). Hubungan Kualitas Pelayanan Kesehatan dengan 

Tingkat Kepuasan Pasien di BP. Gigi Puskesmas Kelayan Dalam Kota 

Banjarmasin. An-Nadaa: Jurnal Kesehatan Masyarakat (e-Journal), 1(1): 

26-31. 

Rizal, A, dan Jalpi, A. (2018). Analisis Faktor Internal Penentu Kepuasan Pasien 

Puskesmas Kota Banjarmasin. J Sains dan Teknologi, 4(1): 1-6. 

Rsgm.umy.ac.id. (2022). Profil RSGM UMY. https://rsgm.umy.ac.id/rsgm-umy-

profile/(13/11/2022) 

Hubungan Antara Kualitas Layanan dan Karakteristik Individu dengan Kepuasan Pasien Pengguna
Layanan
Teledentistry Di RSGM Universitas Muhammadiyah Yogyakarta
CHINDY ALIFA ILMAZURA, Dr.drg.Julita Hendrartini, M.Kes., AAK, Dr.drg.Sri Widiati, MPH
Universitas Gadjah Mada, 2023 | Diunduh dari http://etd.repository.ugm.ac.id/

https://rsgm.umy.ac.id/rsgm-umy-profile/(13/11/2022)
https://rsgm.umy.ac.id/rsgm-umy-profile/(13/11/2022)


60 

 

 
 

Ruditya, A. N., & Chalidyanto, D. (2015). Hubungan karakteristik individu 

terhadap penilaian kualitas produk apotek rawat jalan. Jurnal Administrasi 

Kesehatan Indonesia,3(2): 108-117. 

Sangadji, E. M., & Sopiah, S. (2013). The Effect of Organizational Culture On 

Lecturers’ Job Satisfaction and Performance: A Research in 

Muhammadiyah University throughout East Java. International Journal of 

Learning & Development, 3(3), 1-18. 

Saraswati, S., Bhowmick, D., Upasana, K., Pravin, K. S., & Srivastava, S. (2022). 

A study to assess patients' perception and acceptance of teledentistry for 

care during the Covid-19 pandemic. Journal of Pharmacy And Bioallied 

Sciences, 14(5): 511. 

Siswanto, Susila, Suyanto., (2017). Metodologi Penelitian Kombinasi Kualitatif 

Kuantitatif. Yogyakarta:Bossscript.pp155-171  

Sinollah, S., dan Masruroh, M. (2019). Pengukuran Kualitas Pelayanan 

(Servqual–Parasuraman) dalam Membentuk Kepuasan Pelanggan 

Sehingga Tercipta Loyalitas Pelanggan. Dialektika, 4(1): 45-64. 

Subhan, R., Ismail, W. A., Musharraf, S., Khan, M., Hafeez, R., & Alam, M. K. 

(2021). Teledentistry as a supportive tool for dentists in Pakistan. BioMed 

Research International, 2021:2-4 

Shi, Z., dan Shang, H. (2020, July). A review on quality of service and servqual 

model. In International Conference on Human-Computer Interaction. 

188(204):190-192 

Tantarto, T., Kusnadi, D., & Sukandar, H. (2020). Analysis of service quality 

towards patient satisfaction (comparative study of patients using 

telemedicine application and face to face consultation in 

healthcare). European Journal of Business and Management 

Research, 5(5):2-3 

Telles-Araujo, G. D. T., Caminha, R. D., Kallás, M. S., & Santos, P. S. D. S. 

(2020). Teledentistry support in COVID-19 oral care. Clinics, 75:1-2 

Terencia, A., Nugroho, D., Wicaksono, H., & Triastuti, I. (2023, June). Pengaruh 

Usia Terhadap Penggunaan Telekonsultasi Sebagai Bagian dari 

Penerimaan Telehealth Oleh Masyarakat DI Yogyakarta. In Seminar 

Nasional Riset Kedokteran (Vol. 4, No. 1). 

Unilever.co.id. (2022). Pepsodent dan PDGI ajak Masyarakat Manfaatkan 

LayananTeledentistry.https://www.unilever.co.id/news/pressreleases/2022/

pepsodent-dan-pdgi-ajak-masyarakat-manfaatkan-layanan-teledentistry/. 

(18/09/2022). 

Wahyuni, H. C., & Sulistiyowati, W. (2015). Penentuan Prioritas Perbaikan 

Kualitas Layanan Kesehatan Dengan Metode Servqual. Journal of 

Engineering and Management in Industrial System, 3(1): 3-6 

Hubungan Antara Kualitas Layanan dan Karakteristik Individu dengan Kepuasan Pasien Pengguna
Layanan
Teledentistry Di RSGM Universitas Muhammadiyah Yogyakarta
CHINDY ALIFA ILMAZURA, Dr.drg.Julita Hendrartini, M.Kes., AAK, Dr.drg.Sri Widiati, MPH
Universitas Gadjah Mada, 2023 | Diunduh dari http://etd.repository.ugm.ac.id/



61 

 

 
 

Watfa, M. O., Bernfeld, N. M., Oren, D., Shani, T., Zigron, A., Sela, E., & Srouji, 

S. (2021). Rapid implementation of teledentistry during the Covid-19 

lockdown. Advances in Oral and Maxillofacial Surgery, 2, 100031:2-4 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Hubungan Antara Kualitas Layanan dan Karakteristik Individu dengan Kepuasan Pasien Pengguna
Layanan
Teledentistry Di RSGM Universitas Muhammadiyah Yogyakarta
CHINDY ALIFA ILMAZURA, Dr.drg.Julita Hendrartini, M.Kes., AAK, Dr.drg.Sri Widiati, MPH
Universitas Gadjah Mada, 2023 | Diunduh dari http://etd.repository.ugm.ac.id/


