MODIFIKASI PATIENT SATISFACTION QUESTIONNAIRE SHORT FORM (PSQ-18)
VELLA IMANINDA, Prof. Dr. Saifuddin Azwar, M.A.

Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Daftar Pustaka

Almeida, R.S., Bourliataux-Lajoinie, S., dan Martins, M. (2015). Satisfaction
measurement instrument of healthcare service users: a systematic review.
Cad. Saude Publica, Rio de Janeiro, 31(1),11-25.

Amin, M. dan Nasharuddin, S. Z. (2013). Hospital service quality and its effects
on patient satisfaction and behavioural intention. Clinical Governance: An
International Journal, 18(3), 238-254. doi: 10.1108/CGIJ-05-2012-0016

Anna, L. K. (2015, 12 Mei). Rumah Sakit Didorong Mendapat Akreditasi.
Kompas. Diunduh dari
http://health.kompas.com/read/2015/05/12/151000423/Rumah.Sakit.Didoro
ng.Mendapat.Akreditasi

Arab, M., Rashidian, A., Pourreza, A., Tajvar, M., Nemati, R.K., Sari, A.A., dan
Forooshani, A.R. (2014). Developing a Persian inpatient satisfaction
questionnaire. International Journal of Health Care Quality Assurance,
27(1),4-14. doi: 10.1108/IJHCQA-10-2011-0059

Azwar, S. (2012). Penyusunan Skala Psikologi (ed. 2). Yogyakarta: Pustaka
Pelajar.

Azwar, S. (2012). Reliabilitas dan Validitas (ed. 4). Yogyakarta: Pustaka Pelajar.

Bautista, R. E. D., Glen, E. T., dan Shetty, N. K. (2007). Factors Associated with
Satisfcation with Care Among Patient with Epilepsy. Epilepsy & Behavior
11, 518-524.d0i:10.1016/j.yebeh.2007.07.019

Besciu, C. D. (2015). Patient Satisfaction in the Hospital’s Emergency Units in
Bucharest. Procedia Economics and Finance, 32, 870 — 877.doi:
10.1016/S2212-5671(15)01534-8

Bowling, A. (2002). Research Methods in Health, (2" ed.). Buckingham: Open
University Press.

Cameron, E. & Green, M. (2008). Making Sense of Change Management.
London & Sterling: Kogan Page Limited.

Chahal, H. & Mehta, S. (2013). Modeling patient satisfaction construct in the
Indian health care context. International Journal of Pharmaceutical and
Healthcare Marketing, 7(1), 75-92.doi: 10.1108/17506121311315445

Chander V., Bhardwaj, A.K., Raina, S.K., Bansal, P., dan Agnihotri, R.K. (2011)
Scoring the medical outcomes among HIV / AIDS patients attending
antiretroviral therapy center at Zonal Hospital, Hamirpur, using patient
satisfaction questionnaire (PSQ-18). Indian Journal of Sexually Transmitted
Diseases and AIDS, 32(1), 19-22.doi: 10.4103/0253-7184.81249



MODIFIKASI PATIENT SATISFACTION QUESTIONNAIRE SHORT FORM (PSQ-18)
VELLA IMANINDA, Prof. Dr. Saifuddin Azwar, M.A.

Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Chered, K. (2015, 23 Juni). Kepuasan Pasien Jadi Tolak Ukur Pelayanan, Tribun
Kaltim. Diunduh dari http://kaltim.tribunnews.com/2015/06/23/kepuasan-
pasien-jadi-tolak-ukur-pelayanan?page=1 tanggal 19 November 2015

Cummings, T. G. & Worley, C. G. (2008). Organization Development and
Change, (9" ed.). Ohio: South-Western Cengage Learning.

Ganasegeran, K., Perlanayagam, W., Manaf, R.A., Jadoo, S.A.A., dan Al-Dubai,
S.A.R. (2015). Patient satisfaction in Malaysia’s Busiest Outpatient Medical
Care. The Scientific World Journal, Volume 2015, Article ID 714754, 1-6.
Diunduh dari http://dx.doi.org/10.1155/2015/714754

Gavin, H. (2008). Understanding Research Methods and Statistics in Psychology.
Great Britain: Sage Publications Ltd.

Grogan, S., Conner, M., Norman, P., Willits, D., dan Porter, I. (2000). Validation
Of A Questionnaire Measuring Patient Satisfaction With General
Practitioner Services. Quality in Health Care, 9, 210-215.

Hasil survei Kementrian PAN dan RB di RSUD H. Abdul Moeloek. (2015, 25
Oktober)..Berita Satu. Diunduh
dari:http://www.beritasatu.com/kesehatan/317036-hasil-survei-
kementerian-pan-dan-rb-di-rsud-h-abdul-moeloek-memuaskan.html tanggal
19 November 2015

Hays, R. D., Davies, A.R., dan Ware, J.E. (1987). Scoring The Medical Outcome
Study Patient Satisfaction Questionnaire: PSQ IIl. Diunduh dari
http://www.rand.org/content/dam/rand/www/external/health/surveys_tools/p
sq/psq3_scoring.pdf

Hendrick, A.A.J., Vrielink, M.R., van Es, S.Q., De Haes, H.J.C.J.M., dan Smets,
E.M.A (2004). Assessing inpatients’ satisfaction with hospital care: should
we prefer evaluation or satisfaction ratings?Patient Education and
Counseling, 55(1), 142-146. doi:10.1016/j.pec.2003.11.006

Heskett, J. L., Jones, T. O, Loveman, G. W., Sasser, Jr. W. E., dan Schlesinger,
L. A. (1994). Putting the service-profit chain to work. Harvard Bussiness
Review, March-April, 164-174.

Holikatti, P.C., Kar, N., Mishra, A., Shukla, R., Swain, S.P., dan Kar, S. (2012). A
study on patient satisfaction with psychiatric services. Indian Journal of
Psychiatry, 54(4),327-332. doi: 10.4103/0019-5545.104817

Ivancevich, J. M., Konopaske, R., dan Matteson, M. T. (2008). Organizational
Behavior and Management, (8" ed.).New York: McGraw-Hill/Irwin.

Kamus Bahasa Indonesia diakses dari
http://kamusbahasaindonesia.org/pelayanan

Kamus Besar Bahasa Indonesia diakses dari http://kbbi.web.id/puas



MODIFIKASI PATIENT SATISFACTION QUESTIONNAIRE SHORT FORM (PSQ-18)
VELLA IMANINDA, Prof. Dr. Saifuddin Azwar, M.A.

Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Kepmenkes No. 129 Tahun 2008 tentang Standar Pelayanan Minimal Rumah
Sakit. Diunduh dari
http://bprs.kemkes.go.id/v1/uploads/pdffiles/peraturan/6%20KMK%20No.%
20129%20ttg%20Standar%20Pelayanan%20Minimal%20RS.pdf

Kholid, Z. (2011). Pengaruh Kualitas Pelayanan Terhadap Kepuasan dan
Loyalitas Pasien Rawat Inap: Kajian Empirik Rumah Sakit Islam Fatimah
Cilacap. (Tesis Tidak Dipublikasikan).Fakultas Farmasi Universitas Gadjah
Mada, Yogyakarta.

Korver, F. dan van Ruler, B. (2002). The relationship between corporate identity
structures and communication structures. Journal of Communication
Management, 7(3),197-208.

Labere, J., Fourny, M., Jean-Phillipe, V., Marin-Pache, S., dan Patrice, F. (2004).
Refinement and validation of a French in-patient experience questionnaire.
International Journal of Health Care Quality Assurance, 17(1),17-25. doi:
10.1108/09526860410515909

Leff, B., Baron, L., Mader, S., Naughton, B., Burl, J., Clark, R., Greenough, W.B.,
Guido, S., Steinwachs, D., dan Burton, J.R. (2006). Satisfaction with
hospital at home care. Journal compilation, The American Geriatrics
Society, 54, 1355-1363. doi: 10.1111/j.1532-5415.2006.00855.x

Manaf, N.H.A., Mohd, D., dan Abdullah, K. (2012). Development and Validation
of Patient Satisfaction Instrument. Leadership Health Services, 25(1),27-38.
doi: 10.1108/17511871211198052

Marshall, G. N. dan Hays, R. D. (1994). The Patient Satisfaction Questionnaire
Short-Form (PSQ-18). California, Amerika Serikat: RAND. Diunduh dari
http://www.rand.org/content/dam/rand/pubs/papers/2006/P7865.pdf

Mohamed, B. dan Azizan, N. A. (2015). Perceived service quality’s effect on
patient satisfaction and behavioral compliance. International Journal of
Health Care Quality Assurance, 28(3), 300-314. doi: 10.1108/IJHCQA-06-
2014-0074

Nunnaly, J. C. (1970). Introduction to Psychological Measurement. New York:
McGraw-Hill Book Company.

Pantouvakis, A. dan Bouranta, N. (2014). Quality and price — impact on patient
satisfaction. International Journal of Health Care Quality Assurance, 27(8),
684-696. doi: 10.1108/IJHCQA-10-2013-0128

Patient Satisfaction Questionnaire 3 (PSQ 3) Survey. Diunduh dari
http://www.rand.org/content/dam/rand/www/external/health/surveys_tools/p
sq/psq3_survey.pdf



MODIFIKASI PATIENT SATISFACTION QUESTIONNAIRE SHORT FORM (PSQ-18)
VELLA IMANINDA, Prof. Dr. Saifuddin Azwar, M.A.

Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Patient Satisfaction Questionnaire 3 (PSQ 3) Scoring. Diunduh dari
http://www.rand.org/content/dam/rand/www/external/health/surveys_tools/p
sq/psq3_scoring.pdf

Patient Satisfaction Questionnaire Short Form (PSQ-18) Survey. Diunduh dari
http://www.rand.org/content/dam/rand/www/external/health/surveys_tools/p
sq/psq18_survey.pdf

Patient Satisfaction Questionnaire Short Form (PSQ-18) Scoring. Diunduh dari
http://www.rand.org/content/dam/rand/www/external/health/surveys_tools/p
sq/psq18_scoring.pdf

Peter, J. P. dan Olson, J. C. (1990). Consumer Behavior And Marketing Strategy,
(2" ed.). Amerika Serikat: Richard D. Irwin, Inc.

Priporas, C. V., Laspa, C., dan Kamenidou, I. (2008). Patient satisfaction
measurement for in-hospital services: A pilot study in Greece. Journal of
Medical Marketing,8(4), 325-344.

Rahman, M. S. dan Osmangani, A. M. (2015). Patient satisfaction construct.
International Journal of Health Care Quality Assurance, 28(8),841-854. doi:
10.1108/IJHCQA-05-2015-0056

Robbins, S. P. & Judge, T. A. (2008). Perilaku Organisasi, Buku 1. Jakarta:
Penerbit Salemba Empat

Russell, R. S., Johnson, D. M., dan White, S. W. (2015). Patient perceptions of
quality: analyzing patient satisfaction surveys. International Journal of
Operations & Production Management, 35(8), 1158-1181. doi:
10.1108/IJOPM-02-2014-0074

Schiffman, L.G., Kanuk, L.L., dan Wisenbilt, J. (2010). Consumer Behavior,
Global Edition, (10" ed.). New Jersey: Prentice Hall

Solomon, M. R. (1996). Consumer Behavior, Buying, Having, and Being, (3™
ed.).New Jersey, Amerika Serikat: Prentice Hall, Inc.

Sulistyowati, R. (2013). Pengaruh Kualitas Pelayanan pada Tingkat Kepuasan
Pasien, Citra Rumah Sakit, dan Loyalitas Pasien Rumah Sakit Ibu dan
Anak Sakina ldaman Yogyakarta. (Tesis Tidak Dipublikasikan).Fakultas
Ekonomika dan Bisnis Universitas Gadjah Mada, Yogyakarta.

Undang-Undang No. 44 Tahun 2009 tentang Rumah Sakit. Diunduh dari
http://www.depkes.go.id/resources/download/peraturan/UU%20No0.%2044
%20Th%202009%20ttg%20Rumah%20Sakit.PDF

Vinagre, M. H. dan Neves, J. (2008). The influence of service quality and patients
emotions on satisfaction. International Journal of Health Care Quality
Assurance, 21(1), 87-103. doi: 10.1108/09526860810841183



MODIFIKASI PATIENT SATISFACTION QUESTIONNAIRE SHORT FORM (PSQ-18)
VELLA IMANINDA, Prof. Dr. Saifuddin Azwar, M.A.

Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Ware Jr., J. E., Davies-Avery, A., dan Stewart, A. L. (1977). The Measurement
and Meaning of Patient Satisfaction: A Review of The Literature (Paper).
The RAND Corporation: California. Diunduh dari
http://www.rand.org/content/dam/rand/pubs/papers/2008/P6036.pdf

Ware Jr., J. E., Snyder, M. K., Wright, W. R., dan Davies, A. R. (1983). Defining
and Measuring Patient Satisfaction with Medical Care.Evaluation
andProgram Planning, 6, 247-263. doi: 10.1016/0149-7189(83)90005-8

Wei, J., Wang, X-i., Yang, H-b., dan Yang, T-b. (2015). Development of In-Patient
Satisfaction Questionnaire for the Chinese Population. PLoS ONE 10(12):
e0144785. doi: 0.1371/journal.pone.0144785

Wells, W.D. dan Prensky, D. (1996). Consumer Behavior. Kanada: John Wiley &
Son, Inc.

Widhiarso, W. (2009). Mengkategorikan Data. Diunduh dari
http://www.widhiarso.staff.ugm.ac.id/files/Mengkategorikan%20Data.pdf.

Yaacob, M. A., Zakaria, Z., Salamat, A.S.A., Yaacob, Z., Salmi, N.A., Hasan, N.F,
Razak, R., dan Rahim, S.N.A. (2011). Patients Satisfaction towards Service
Quality in Public Hospital: Malaysia Perspective. Interdisciplinary Journal Of
Contemporary Research In Business, 2(12), 635-640.

Ziaei, H., Katibeh, M, Eskandari, A, Mirzadeh, M., Rabbanikah Z., dan Javadi,
M.A. (2011). Determinants of Patient Satisfaction with Ophthalmic Service.
BMC Research Notes, 4, 7.



MODIFIKASI PATIENT SATISFACTION QUESTIONNAIRE SHORT FORM (PSQ-18)
VELLA IMANINDA, Prof. Dr. Saifuddin Azwar, M.A.

Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA



