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ABSTRAK 
 
Yogi Suprayogi, 2104936. MODEL PATIENT LOYALTY MELALUI CHILD-

FRIENDLY DENTAL CLINIC EXPERIENCE DAN SERVICE QUALITY PADA 

KLINIK GIGI DI JAWA BARAT, di bawah bimbingan Prof. Dr. Hj. Ratih Hurriyati, 

M.P.; Dr. Chairul Furqon, S.Sos., M.M.; Dr. Heny Hendrayati S.IP, M.M. 

 

 

Provinsi Jawa Barat sebagai provinsi dengan jumlah klinik terbanyak dan 

persaingan bisnis klinik yang tinggi juga terkena dampak pandemi. Tingginya angka 

karies gigi anak yang disebabkan rendahnya kunjungan ke dokter gigi menunjukkan 

bahwa pertumbuhan sektor kesehatan belum sepenuhnya berdampak pada peningkatan 

kesehatan gigi masyarakat. Patient Loyalty masih sangat rendah pada klinik gigi 

mengingat tingginya persaingan dan kurangnya kesadaran masyarakat akan kesehatan 

gigi. Penelitian ini mengembangkan model variabel Child-Friendly Dental Clinic 

Experience dikarenakan keterbatasan teori Customer Experience yang dinilai belum 

memadai secara semantik maupun fungsional. Dimensi Child-Friendly Dental Clinic 

Experience yang dikembangkan yaitu Social Interaction, Beauty, Service Excellence, 

Contact Alternative dan A Child-Friendly Dental Clinic with Sensory Experience. 

Penelitian ini juga bertujuan untuk mengembangkan dan menguji model Child-Friendly 

Dental Clinic Experience yang disintesis dari Customer Experience dan Child-Friendly 

Dental Clinic Experience. Penelitian ini menggunakan metode kuantitatif dengan teknik 

pengumpulan data menggunakan purposive sampling. Penyebaran kuesioner 

memperhatikan kriteria responden yang merupakan pasien gigi dengan kunjungan lebih 

dari satu kali pada klinik gigi di Jawa Barat dengan kategori Child-Friendly Dental 

Clinic. Analisis data menggunakan SEM dengan total 400 orang tua pasien gigi anak. 

Hasil penelitian menunjukan Service Quality berpengaruh secara signifikan terhadap 

Child-Friendly Dental Clinic Experience, Patient Satisfaction dan Patient Loyalty. 

Variabel novelty Child-Friendly Dental Clinic Experience berhasil berperan memediasi 

Service Quality yang berpengaruh signifikan terhadap Patient Loyalty. Variabel mediasi 

Patient Satisfaction menjadi variabel mediasi Service Quality yang berpengaruh 

signifikan dan memiliki pengaruh tertinggi terhadap Patient Loyalty. Klinik gigi dalam 

upaya menciptakan dan mempertahankan loyalitas pasien disarankan untuk 

mempertimbangkan variabel Service Quality, Child-Friendly Dental Clinic Experience, 

Patient Satisfaction dan Patient Loyalty. Penelitian ini diharapkan membantu usaha klinik 

gigi dapat berkembang dan mampu bersaing. 

 

Kata kunci: Klinik Gigi, Service Quality, Child-Friendly Dental Clinic Experience, 

Patient Satisfaction, Patient Loyalty. 
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ABSTRACT 

Yogi Suprayogi, 2104936. MODEL PATIENT LOYALTY MELALUI CHILD-

FRIENDLY DENTAL CLINIC EXPERIENCE DAN SERVICE QUALITY PADA 

KLINIK GIGI DI JAWA BARAT, under the guidance of Prof. Dr. Hj. Ratih Hurriyati, 

M.P.; Dr. Chairul Furqon, S.Sos., M.M.; Dr. Heny Hendrayati S.IP, M.M. 

 
West Java Province, the province with the largest number of clinics and high 

competition in the clinic business, has also been affected by the pandemic. The high 

number of children's dental caries caused by low visits to dentists shows that the growth 

of the health sector has not fully had an impact on improving people's dental 

health. Patient loyalty is still very low in dental clinics considering the high competition 

and lack of public awareness of dental health. This research developed variable model 

the Child-Friendly Dental Clinic Experience due to the limitations of Customer 

Experience theory which was deemed inadequate semantically and functionally. The 

Child-Friendly Dental Clinic Experience dimensions developed are Social Interaction, 

Beauty, Service Excellence, Contact Alternative, and A Child-Friendly Dental Clinic with 

Sensory Experience. This research also aims to develop and test the Child-Friendly 

Dental Clinic Experience model which is synthesized from Customer Experience and 

Child-Friendly Dental Clinic Experience. This research uses quantitative methods with 

data collection techniques using purposive sampling. The distribution of the 

questionnaire took into account the criteria for respondents who were dental patients 

with more than one visit to a dental clinic in West Java in the Child-Friendly Dental 

Clinic category. Data analysis used SEM with a total of 400 parents of pediatric dental 

patients. The research results show that Service Quality has a significant effect on Child-

Friendly Dental Clinic Experience, Patient Satisfaction, and Patient Loyalty. The novelty 

Child-Friendly Dental Clinic Experience variable successfully plays a mediating role in 

Service Quality which has a significant effect on Patient Loyalty. The mediating 

variable Patient Satisfaction is the mediating variable for Service Quality which has a 

significant effect and has the highest influence on Patient Loyalty. Dental clinics to create 

and maintain patient loyalty are advised to consider the variables of Service Quality, 

Child-Friendly Dental Clinic Experience, Patient Satisfaction, and Patient Loyalty. This 

research is expected to help dental clinic businesses develop and be able to compete. 

 

Keywords: Dental clinics, service quality, child-friendly dental clinic experience, patient 

satisfaction, patient loyalty. 
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