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ABSTRACT

In the rapidly evolving landscape of healthcare, patient retention remains a critical concern for clinics worldwide.
Sarangan Medicare Clinic in Malang seeks to understand the key determinants influencing patients' decisions to
revisit. However, a research gap exists in the precise understanding of how Service Quality, Price Perception,
Therapeutic Communication, and Trust interplay in shaping these intentions. To fill this gap, this study utilizes
Structural Equation Modelling Partial Least Square (SEM-PLS), chosen for its capacity to parse intricate
relationships between multiple variables efficiently. The findings reveal significant associations between the quality
of service, the perception of price fairness, effective therapeutic communication, and the establishment of trust, all
converging to shape a patient's intent to return. These insights are not only pivotal for Sarangan Medicare Clinic in
Malang but also hold broader implications for similar healthcare institutions striving for patient retention and
satisfaction.
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INTRODUCTION

Healthcare systems globally have evolved over the decades, with constant advancements in medical science,
technology, and administrative methodologies (Abubakar et al., 2017; Anjarsari et al., 2018; Daud, 2019). Beyond
the technological and medical leaps, patient satisfaction has been established as a key indicator of a healthcare
system's success and effectiveness (Arikunto, 2016; Deliana, 2022; Fatmawati, 2016). This satisfaction is influenced
not just by the quality of medical care received, but also by the overall experience a patient undergoes throughout
their healthcare journey (Fitrah, 2018; Gunawan & Ayuningtiyas, 2018; Jebarus, 2017). This encompasses the
efficiency of service, therapeutic communication from healthcare professionals, infrastructural amenities, and even
the implementation and utility of digital health tools (Khoiriyah, 2017; Lien et al., 2015; Musiana et al., 2020). At
the heart of these changes is the importance of understanding patient trust and their revisit intentions, two key
elements that determine a healthcare facility's reputation and long-term sustainability. The Sarangan Medicare Clinic
in Malang City serves as a fitting backdrop to study these aspects.

With the surge of information accessibility in the digital age, patients are more informed and, consequently,
have higher expectations from healthcare institutions (Nara, 2020; Purwanto, 2021; Raymond et al., 2015). It's no
longer sufficient for institutions to merely provide medical care; there's an added imperative to enhance the holistic
patient experience. The feedback loop in today's healthcare ecosystem is immediate and impactful, thanks to online
reviews and digital health platforms where patients share their experiences (Retnowulan, 2017; Sari &
Hayuningtyas, 2020; Transyah & Toni, 2018). This instant feedback mechanism underscores the importance of
ensuring positive patient experiences to foster trust, loyalty, and an institution's reputation (Siagian & Cahyono,
2014; Surya Nurhakim et al., 2018; Transyah & Toni, 2018).

Service quality is a pivotal factor in the healthcare domain, influencing the perception of care received and,
subsequently, the level of trust developed in patients (Al Ghani et al., 2015; Destari, 2017). Equally, the perception
of price, which often represents the value-for-money proposition in patients' minds, can sway trust levels (Lien et
al., 2015; Raymond et al., 2015; Siagian & Cahyono, 2014). Beyond these, therapeutic communication stands as a
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cornerstone of effective patient care, fostering trust and establishing a rapport between patients and healthcare
providers (Nara, 2020; Transyah & Toni, 2018). However, trust, once established, doesn't solely remain as an
endpoint. It plays a central role in shaping a patient's revisit intention, impacting the facility's future patient
engagements and potential profitability (Abubakar et al., 2017; Daud, 2019)

This research aims to explain relationships between service quality, price perception, and therapeutic
communication on trust. Moreover, it seeks to understand the subsequent impact of this cultivated trust on the revisit
intentions of patients at the Sarangan Medicare Clinic in Malang City. Given the increasing competitiveness in the
healthcare sector and the critical nature of trust in medical settings, this study's findings could offer valuable insights
for clinics and hospitals aiming to bolster patient loyalty and engagement (Andri & Soewondo, 2018; Fatmawati,
2016; Siagian & Cahyono, 2014).

LITERATURE REVIEW
Service Quality in Healthcare Settings: Service quality in healthcare facilities plays a pivotal role in shaping
patients' perceptions and experiences. Various studies have shown that high-quality service directly influences
patients' satisfaction levels, trust, and their intent to return to the same facility for future medical needs (Aman-Ullah
et al., 2022; Elden & Ismail, 2016; Khoiriyah, 2017; Raymond et al., 2015). Elements of service quality often
encompass promptness of care, the competence of medical staff, the cleanliness of the facility, and the overall
effectiveness of treatments provided.
Price Perception in Healthcare: The perception of price, or the value-for-money proposition, can significantly
impact patients' trust in a healthcare provider. It's not just about the absolute cost but how patients perceive this cost
in relation to the quality of service they receive. If patients believe they are getting good value for their money, they
are more likely to trust the healthcare facility and consider returning (Lien et al., 2015, 2015; Satria et al., 2020;
Sedjati et al., 2017).
Therapeutic Communication: This refers to the purposeful communication strategies healthcare professionals use
to support patients mentally and emotionally, in addition to addressing their physical needs (Fardhoni et al., 2021;
Nara, 2020; Purwanto, 2021; Transyah & Toni, 2018). Effective therapeutic communication fosters trust, alleviates
patient anxieties, and improves overall healthcare outcomes. Its importance in building patient trust cannot be
overstated, as communication is often the foundation of the patient-care provider relationship.
Trust in Healthcare: Trust, as conceptualized in the healthcare domain, represents a patient's belief in the reliability,
integrity, and competence of the healthcare provider (Abubakar et al., 2017; Akthar et al., 2023; Kurnianingrum &
Hidayat, 2020). Several factors influence trust, including previous experiences, service quality, price perceptions,
and effective communication. Trust not only affects a patient's current experience but also their future interactions
and intentions to revisit a facility.
Revisit Intention: Once trust is cultivated, it heavily influences a patient's intention to return to the same healthcare
facility for future needs. Revisit intention is thus an indicator of patient loyalty and satisfaction with their past
experiences at the clinic or hospital (Aman-Ullah et al., 2022; Khoiriyah, 2017; Singer et al., 2015)
Below is state of the art of this study:

Table 1. State of the Art

Variables Author (Year) Key Findings Relevance to Current
Study

Service Quality (Anjarsari et al., 2018; Bakri et Directly impacts Will assess how service
al, 2022; Damayanti & patient  satisfaction quality at Sarangan
Kusumawardani, 2020; and trust. Medicare Clinic influences
Khoiriyah, 2017; trust.
Kurnianingrum & Hidayat,
2020)
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Price Perception

Therapeutic
Communication

Trust in Healthcare

Revisit Intention

(Kurnianingrum & Hidayat,
2020; Kusumawati & Saifudin,
2020; Lien et al, 2015;
Retnowulan, 2017; Sedjati et
al., 2017, 2017, 2017)
(Kurniawati, 2017; Nara, 2020;
Purwanto, 2021; Transyah &
Toni, 2018)

(Kurnianingrum & Hidayat,
2020; Tumbuan et al., 2017)

(Akthar et al., 2023; Aman-
Ullahetal., 2022; Damayanti &
Kusumawardani, 2020;
Kurnianingrum & Hidayat,
2020)

Affects trust levels
based on value-for-
money proposition.

Foundation of the
patient-care provider

relationship,  fosters
trust.

Influenced by various
factors, pivotal for
future patient
interactions.
Indicator of patient
loyalty, influenced

heavily by trust.

To understand if price
perceptions at Sarangan
Medicare Clinic correlate
with levels of trust.

Exploring its role in
building patient trust at
Sarangan Medicare Clinic.

Core focus of the study;
gauging its influence on
revisit intentions.

To understand how trust

levels at Sarangan
Medicare Clinic
subsequently shape the
revisit intentions of its

patients.

RESEARCH METHODS

This study is a quantitative research focusing on the explanation and understanding of causal relationships
between variables. The methodology for data collection in the study was the survey method, conducted at Sarangan
Medicare in Malang City in December 2022. To process the collected data, two software tools were used: SPSS for
Windows and Smart Partial Least Square (PLS) (Ghozali & Latan, 2015; Ringle et al., 2015). The former aids in
descriptive statistical analysis of responses, while the latter is instrumental for inferential statistical analysis, such
as path analysis, hypothesis testing, and research instrument testing.
This research highlights several operational definitions:

1. Revisit Intention: Intent to return, derived from post-purchase behavior (Kurnianingrum & Hidayat, 2020).
a. Indicators: Trust in the Place, Comfortable Service, Intention to Revisit
b. Scale: Likert
2. Trust: Recognition where the trustee believes the beneficiary will consider the grantor's benefit and interest
(Kurnianingrum & Hidayat, 2020)..
a. Indicators: Benevolence, Integrity, Competence
b. Scale: Likert
3. Service Quality: Comparison of service relating to product, service, humans, and processes to meet
consumer expectations (Lee & Kim, 2017).
a. Indicators: Tangible, Reliability, Responsiveness, Assurance, Empathy
b. Scale: Likert
4. Price Perception: Estimation of value, generally money, sacrificed to obtain a product or service
(Krisdayanto et al., 2018).
a. Indicators: Price Affordability, Price Suitability with Service, Price Suitability with Benefits, Price
Reduction, Price Competitiveness
b. Scale: Likert
5. Therapeutic Communication: Crucial in health services, it is intentional and professional communication

to direct patient behavior and relationships positively (Mubyl & Latief, 2019).

a. Indicators: Attending Skill, Respect, Empathy, Responsiveness
b. Scale: Likert
Below is research framework for this study
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Service Quality
(x1)

Revisit Intention
(v2)

Therapeutic
Communication
(X3}

Figure 1. Research Framework

The study focuses on patients at Sarangan Medicare in Malang City. The total patient count was 3,573. The
sample consisted of individuals with specific criteria like visiting at least twice, having chronic diseases, or
undergoing a Medical Check-Up. A total of between 95 to 190 respondents were selected for the study based on the
established guidelines. The primary data collection technique was the scale, specifically the Likert scale, which
measures attitudes, opinions, and perceptions. The research variables were gauged through two types of data, i.e
gualitative data that presented in words, including descriptions of research objects like company history, vision, and
mission. The second measurements used quantitative Data which directly measurable or calculable data, primarily
the results of the research questionnaires. Sources of the data included both primary (directly from respondents'
answers) and secondary sources (literature, journals, and other relevant documents).

RESULT AND DISCUSSION

The research examines the influence of service quality, perceived price, and therapeutic communication on

trust and revisit intentions, considering trust as an intervening variable. Here are the calculated model, table summary
and the findings:

¥1.1 ¥1.2 ¥13

X11 14503 28709 24611

Trust (Y1)

3.084

Figure 2. Inner and Outer Model Result

Above model indicate the inner and outer model using bootstrapping method in smart PLS. below is the result of
each effect between varables:

Original Sample (O) T Statistics (JO/STDEV|) P Values
Service Quality (X1) -> Trust (Y1) 0,271 2,756 0,006
Price perception (X2) -> Trust (Y1) 0,346 3,910 0,000
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Therapeutic Communication (X3) -> 0,241 2,998 0,003
Trust (Y1)

Trust (Y1) -> Reuvisit Intention (Y2) 0,273 3,273 0,001
Service Quality (X1) -> Revisit 0,260 3,084 0,002
Intention (Y2)

Price perception (X2) -> Revisit 0,245 3,640 0,000
Intention (Y2)

Therapeutic Communication (X3) -> 0,167 2,468 0,014

Revisit Intention (Y2)

From the result we can conclude that the highest effect is Price Perception on Trust and Revisit Intention.
Compared to service quality's effect on trust, perceived price has a stronger influence on trust, as indicated by its
higher T-statistic value and lower P-value. Kurnianingrum (2020) and Ramdhani (2022) confirms the significant
influence of price perception on trust. After that, Trust play vital role to Revisit Intention as explained in several
prior research (Akthar et al., 2023; Kurnianingrum & Hidayat, 2020). On the other hand, Therapeutic
Communication (Kurniawati, 2017; Tumbuan et al., 2017) also has higher effect on Trust and Revisit Intention
(Tumbuan et al., 2017), and after that comes Service Quality (Kurnianingrum & Hidayat, 2020).

Further, the mediation effect of trust in the relationship between service quality, perceived price, therapeutic
communication, and revisit intention was analyzed. The findings reveal that trust significantly mediates the
relationship between service quality and revisit intention, a concept supported by Deliana (Deliana, 2022). Similarly,
trust acts as a mediator between price perception and revisit intention, as highlighted by studies like those from Idris
(Akthar et al., 2023) and Hadiwijaya (Akthar et al., 2023) Finally, trust has been found to mediate the relationship
between therapeutic communication and revisit intention, reinforcing the comprehensive influence of trust across
different domains and echoing the conclusions drawn by Kurniawan (2021).

CONCLUSIONS AND PRACTICAL IMPLICATION

The study highlights that among service quality, perceived price, and therapeutic communication,
perceived price has the strongest influence on trust, followed by therapeutic communication and service
quality. Both perceived price and therapeutic communication exert equal indirect effects on revisit
intentions through trust. For healthcare providers, ensuring perceived price fairness, effective therapeutic
communication, and consistent service quality is crucial to foster trust and promote patient revisits.

As for the limitations, this study faced constraints due to the limited time available for completion,
especially given the large sample requirement. Specifically, the research subjects were patients who are
generally busy and sensitive. Additionally, data gathered through questionnaires may not always reflect
the true opinions of respondents. This discrepancy can arise from varied interpretations, assumptions, and
understandings among participants. Other factors, such as the respondent's honesty and possible
distractions, also influenced the accuracy of the questionnaire responses.
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