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Abstract

This study aims to assess the extent to which nurse responsiveness affects patients'
perceptions of the quality of healthcare services in the outpatient clinic, measure
the impact of the hospital's image on patients' positive perceptions of healthcare
services, and evaluate how patient satisfaction influences their intention to return
for treatment. This research employs a causal design to investigate the causal rela-
tionships between research variables by planning experiments or collecting obser-
vational data using quantitative methods. The sample size used was 149 respond-
ents, and the data collection technique was a questionnaire. The data analysis used
was path analysis. Based on the study conducted at the Outpatient Clinic of UPT
RSUD Nene Mallomo, Sidrap Regency, it was found that nurse responsiveness
positively influences hospital image and patient satisfaction, which in turn in-
creases patients' intention to revisit. Additionally, hospital image and patient satis-
faction act as mediators in the influence of nurse responsiveness on the intention to
revisit. These findings underscore the importance of improving service quality to
enhance patient perception and satisfaction, thereby supporting patients' decisions
to reuse healthcare services at the Outpatient Clinic of UPT RSUD Nene Mallomo,

Sidrap Regency [ I
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1 Introduction

Hospitals are health service institutions that involve various elements, including the central role of nurses as
key human resources (HR). As the main facility and main provider of health services, hospitals have a great
responsibility to the community. In addition, hospitals are expected to always provide the best service to the
community who use these health facilities. One of the elements that is the main focus in providing this superior
service is nurses, as emphasized by Faudin et al, 2018. Nurses are not only a profession in hospitals, but also
play an important role in the provision of health services.

Hospitals, as nurses' workplaces, must consistently make various efforts to improve the quality of nurses' pro-
fessionalism. The success of hospitals in providing excellent health services cannot be separated from the per-
formance of professional nurses. Nursing, as an integral part of the health service system, is a determining
factor in the quality of health services as a whole. Therefore, it is necessary to pay special attention to the
performance of nurses in carrying out their duties and responsibilities in providing health services to patients,

as conveyed by Aprilia (2017).
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Improving the quality of nurse professionalism marks the hospital's commitment to meeting high standards of
health care. Thus, continuous efforts are made to ensure that nurses have the necessary skills and knowledge.
This includes regular training, competency development, and implementation of policies that support excellent
nursing practice. There are several aspects or that have an impact on a patient's interest in returning to a hospital
including the responsiveness of nurses or the time to respond to nurses, the image of the hospital, satisfaction.

Nurses who are friendly, empathetic, and communicate well can improve the image of the hospital. Training in
customer service, interprofessional communication, and professional ethics are important aspects in building a
positive image. In addition, supporting nurses with adequate resources, including sophisticated information
systems, can help improve the effectiveness of providing quality health care.

The level of nurse response also has a direct impact on patient interest in returning for treatment (Basalamah
and Multazam, 2021; ). Patients who receive responsive care tend to consider the hospital as their primary
choice for subsequent care. The trust built through good responsiveness creates a bond between the patient and
the hospital. Several studies have found a relationship between nurse response time and interest in returning for
treatment (Ahmad, et al., 2022; and Umi, 2019).

Efficient time management not only impacts patient satisfaction at that time but also provides confidence that
the hospital is a reliable and responsive place for future health needs. Therefore, investment in improving nurse
responsiveness is not only an investment in current patient satisfaction, but also a long-term investment in
retaining and attracting returning patients. Improving nurse responsiveness and creating a positive hospital im-
age are strategic steps in building an optimal health care environment. Thus, nurses are not only medical task
implementers, but also partners in providing quality and sustainable health services.

The image of a hospital reflects the identity and reputation of the institution in the eyes of the public. Nurses,
as the spearhead in providing direct services to patients, can play a role in shaping a positive or negative image
of the hospital. Nurse interactions with patients, work ethics, and quality of service are factors that influence
the image of the hospital.

The importance of hospital image is especially seen in the context of patient interest in returning for treatment.
Patients who have positive experiences with nurses and feel treated with respect and empathy tend to be more
interested in choosing the hospital again. Therefore, investment in involving nurses in professional communi-
cation and ethics training programs is key to creating an image that attracts patient interest. From research
conducted by Purwanto, et al., (2022); Citra, et al., (2021) and Basalamabh, et al., (2021) found that there is an
influence of image on interest in returning for treatment.

Patient satisfaction is not only a measure of the quality of medical services but can also influence patients'
decisions to seek care at the same hospital in the future. Nurses as a key element in providing services have a
great influence on the level of patient satisfaction. Aspects such as the speed of nurse response, communication
skills, and level of empathy can create a positive experience for patients. Empirical research shows that patients
who feel heard and appreciated by nurses tend to give higher satisfaction ratings. Therefore, training nurses in
improving their interpersonal skills can contribute positively to overall patient satisfaction.

In facing the challenges and competition in the healthcare industry, it is important for hospitals to understand
that nurses are not only medical task executors but also key agents in shaping patient perceptions. Involving
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nurses in developing and maintaining a positive hospital image can help increase patient interest in returning
for treatment, creating a sustainable healthcare environment.

This research was conducted at the Outpatient Polyclinic of UPT RSUD Nene Mallomo, Sidrap Regency, where
according to the phenomenon that occurred, Nurses have not been able to optimally implement services at the
Outpatient Polyclinic of UPT RSUD Nene Mallomo. This can be seen from the responsiveness of nurses such
as increased patient anxiety, delays in diagnosis and treatment, from aspects of hospital image such as lack of
transparency of information and unclear procedures, and decreased levels of patient satisfaction due to the
quality of service that is not yet optimal, lack of interaction with health workers, and involvement of nurses in
the care process.

Referring to the description above, the researcher is interested in studying further regarding the interest in re-
turning for treatment at the Outpatient Polyclinic of UPT RSUD Nene Mallomo, Sidrap Regency, so the re-
searcher raised the research title, namely "The Influence of Nurse Responsiveness on Interest in Returning for
Treatment through Hospital Image and Patient Satisfaction at the Outpatient Polyclinic of UPT RSUD Nene
Mallomo"

2 Research Method

In designing research, the use of appropriate research design is very important to obtain the necessary infor-
mation and analyze it effectively to solve research problems. One type of research design that is relevant to the
procedures needed to collect and analyze data is causal design. Causal design allows researchers to investigate
causal relationships between research variables by planning experiments or collecting observational data. In
this study, the focus is on the level of analysis planned by the researcher on the data collected, with the aim of
explaining the causal relationship between research variables. The next step includes hypothesis testing to con-
firm or reject the hypothesized causal relationship. By using a causal research design, this study aims to produce
findings that can contribute to scientific understanding and solutions to identified problems. The research ap-
proach is an explanatory approach with quantitative methods, for the purpose of finding empirical facts about
the phenomena of research problems that exist in the research object (Sugiyono, 2018). This research was
conducted at the Outpatient Polyclinic of the Nene Mallomo Hospital. The research period is two months,
starting from March to May 2024. According to Sugiyono (2018), population is defined as a generalization area
consisting of objects or subjects that have certain qualities and characteristics determined by researchers to be
studied and then conclusions drawn. In this study, the population was defined as all outpatients at the UPT
RSUD Nene Mallomo. Based on data from July to December 2023, the number of patients reached 238 people,
with details of 32 patients in July, 41 patients in August, 42 patients in September, 45 patients in October, 40
patients in November, and 38 patients in December. After determining the population, the next step is to deter-
mine the sample so that data collection can be carried out. According to Sugiyono (2018), a sample is part of
the number and characteristics of a population. Samples are taken from the population through certain methods
that are explained clearly and completely, which are considered to be able to represent the population as a whole.

3 Result and Discussion

Before testing the relationship between nurse responsiveness to the intention to seek treatment again through
hospital image and patient satisfaction, an analysis was conducted in the form of validity and reliability tests to
ensure that the items used were suitable as measuring instruments for the variables and the level of consistency
of respondents' answers to the items. Table 1 shows the results of the validity measurements on the variables
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of nurse responsiveness, hospital image, patient satisfaction, and intention to seek treatment again, where an
item is declared valid if the Pearson correlation value of each item is greater than 0.3. The following are the
results of the validity test for each variable:

Table 1
Validity Test Results

Variabel dan Item Pearson Correlation r>0,3 Ket
(skor total)
Daya Tanggap Perawat(X)
X.1 0,978 0,3 Valid
X.1 0,975 0,3 Valid
Citra Rumah Sakit (Y1)
Y1.1 0,791 0,3 Valid
Y1.2 0,826 0,3 Valid
Y1.3 0,873 0,3 Valid
Y1.4 0,845 0,3 Valid
Y1.5 0,656 0,3 Valid
Kepuasan Pasien (Y2)
Y2.1 0,887 0,3 Valid
Y2.2 0,892 0,3 Valid
Y2.3 0,883 0,3 Valid
Y2.4 0,911 0,3 Valid
Y2.5 0,900 0,3 Valid
Minat Berobat Kembali (Y3)
Y3.1 0,881 0,3 Valid
Y3.2 0,769 0,3 Valid
Y3.3 0,898 0,3 Valid
Y3.4 0,873 0,3 Valid

Source: Processed Primary Data, 2024

The Pearson correlation value (total score) of each item from the test results shows a value greater than
the required standard, which is 0.3. In the nurse responsiveness variable, the value is in the range of 0.975-
0.978; for the hospital image variable, it is in the range of 0.656-0.873; the patient satisfaction variable is in the
range of 0.883-0.991; and the variable of interest in seeking treatment again is in the range of 0.769-0.898. The
standard level for Pearson correlation> 0.3 indicates that the instrument is valid, as recommended by Yudistira
and Susanti (2019). Furthermore, reliability testing for the variables of nurse responsiveness, hospital image,
patient satisfaction, and interest in seeking treatment again can be seen in the following table:

Table 2
Reliability Test Results
Variabel Cronbach’s Alpha a>0,6 | Keterangan
Daya Tanggap Perawat 0,950 0,6 Reliabel
Citra Rumah Sakit 0,937 0,6 Reliabel
Kepuasan Pasien 0,858 0,6 Reliabel
Minat Berobat Kembali 0,875 0,6 Reliabel

Source: Processed Primary Data, 2024




Point of View Research Economic Development 5(2) 2024. October

Table 2 shows that all variables, namely nurse responsiveness, hospital image, patient satisfaction, and
intention to seek treatment again, have a Cronbach's Alpha value higher than 0.60. This value has exceeded the
threshold required for the reliability test criteria, where the Cronbach's Alpha value must be higher than 0.60
(Yudistira and Susanti, 2019). Based on these results, it can be concluded that the instrument used in this study
has an adequate level of reliability.

The Influence of Nurse Responsiveness on Hospital Image

Statistical analysis that has been conducted to test the effect of nurses'
responsiveness on hospital image, shows that nurses' responsiveness has a positive and
significant effect on hospital image in the Outpatient Polyclinic of UPT RSUD Nene Mallomo,
Sidrap Regency. As evidenced by the sig. value of 0.000 which is smaller than the
significance level (0.05) and the t-value of 4.555 which is positive. This means that nurses'
responsiveness plays an important role in improving hospital image.

Research conducted by Ghozali et al. (2018) stated that responsiveness has a
significant influence on image. This finding is in line with the results of research conducted
by Setiawan et al. (2019) and Asnawi (2017), which showed that responsiveness consistently
has a positive influence on image. These studies emphasize the importance of
responsiveness quality in forming positive perceptions of the institution or service provided.

The results of this study can be concluded that increasing responsiveness, or the
ability to respond to needs and requests quickly and efficiently, is a key factor in building a
positive image. Institutions or organizations that succeed in increasing responsiveness tend
to be more appreciated and have a better reputation in the eyes of the public. Therefore,
efforts to improve responsiveness should be a strategic priority in improving the image and
reputation of a hospital.

Overall, image plays a significant role in shaping consumer perceptions and attitudes
towards a product or organization. In the context of a hospital, image not only includes
aspects of medical services, but also reflects the overall image of the organization. Therefore,
good image management is key to building trust and positive relationships with the
community. A positive image will shape the mindset of the community that when they face
health problems, there is no need for repeated considerations to determine where to obtain
health services. This is based on their personal experiences or the information they obtain
(Yunida, 2016).

The Influence of Nurse Responsiveness on Patient Satisfaction

Statistical analysis that has been conducted to test the effect of nurse responsiveness
on patient satisfaction, shows that nurse responsiveness has a positive and significant effect
on patient satisfaction at the Outpatient Polyclinic of UPT RSUD Nene Mallomo, Sidrap
Regency. As evidenced by the sig. value of 0.000 which is smaller than the significance level
(0.05) and the t-value of 5.191 is positive. This means that nurse responsiveness plays an
important role in increasing patient satisfaction.

Based on case studies, it was found that increased nurse responsiveness has a direct
correlation with increased patient satisfaction (Pisu et al., 2015; Damanik, 2021; and Sinurat
et al., 2019). Patients who feel they receive fast and efficient attention tend to provide positive
feedback on their care experience, which ultimately contributes to improving the hospital's
image.

Patients who receive responsive care tend to consider that hospital as their first choice
for further care. The trust that is formed through good responsiveness creates a strong bond
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between the patient and the hospital. Several studies have found a relationship between
nurse response time and patient intention to return for treatment (Ahmad et al., 2022; Umi,
2019).

The Influence of Hospital Image on Returning Treatment Interest

The results of the statistical analysis conducted to test the effect of hospital image on
the interest in returning for treatment showed that hospital image has a positive and
significant effect on the interest in returning for treatment at the Outpatient Polyclinic of UPT
RSUD Nene Mallomo, Sidrap Regency. This is evidenced by a significance value of 0.000
which is smaller than the significance level of 0.05, and a t-count value of 3.715 which is
positive. This finding confirms that hospital image plays an important role in increasing
patient interest in returning for treatment, thus strengthening the importance of efforts to
maintain and improve the positive image of the hospital.

Research conducted by Purwanto et al (2022) at RSAU dr. Dody Sardjoto supports
the results of this study which also proves that hospital image has a significant effect on the
interest in seeking treatment again. Likewise, research by Anjani et al (2018); Citra, et al.,
(2021) and Basalamah, et al., (2021) found that there is an effect of image on the interest in
seeking treatment again.

Hospital image is an abstract representation that includes public perception and views
of health organizations. Based on the understanding of experts, image does not only reflect
medical services, but also includes beliefs, ideas, and messages that individuals have about
hospitals. Factors such as reactions, experiences, management, facilities, and
communication transparency influence image formation. Hospital image is an assessment of
the quality of service and the overall reputation of the organization in the world of health.
Effective image management is key to building trust and maintaining positive relationships
with the community and stakeholders.

The Influence of Patient Satisfaction on Returning Treatment Interest

Statistical analysis that has been conducted to test the effect of patient satisfaction on
the interest in seeking treatment again, shows that patient satisfaction has a positive and
significant effect on the interest in seeking treatment again at the Outpatient Polyclinic of
UPT RSUD Nene Mallomo, Sidrap Regency. As evidenced by the sig. value of 0.000 which
is smaller than the significance level (0.05) and the t-value of 4.441 which is positive. This
means that patient satisfaction plays an important role in increasing the interest in seeking
treatment again.

In research conducted by Anggraini and Rohman (2012) which explains that patient
satisfaction affects the interest in returning for treatment. Likewise, Citra et al (2021) and
Jalias and Idris (2020) state that patient satisfaction will have an impact on the high interest
in returning for treatment. The relationship between hospital image and patient satisfaction
is important because both influence each other. A positive hospital image can increase pa-
tient expectations, and when these expectations are met, patient satisfaction levels tend to
increase. Conversely, high patient satisfaction can strengthen the positive image of the hos-
pital.

Optimizing this relationship requires a coordinated effort between hospital manage-
ment and nurses. Training programs that focus on interpersonal skills, conflict management,
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and understanding patient culture can improve the quality of nursing care and in turn build a
positive hospital image.

The Influence of Nurse Responsiveness on Returning Treatment Interest

Statistical analysis that has been conducted to test the effect of nurses' responsive-
ness on the interest in seeking treatment again, shows that nurses' responsiveness has a
positive and significant effect on the interest in seeking treatment again at the Outpatient
Polyclinic of UPT RSUD Nene Mallomo, Sidrap Regency. As evidenced by the sig. value of
0.000 which is smaller than the significance level (0.05) and the t-value of 6.124 which is
positive. This means that nurses' responsiveness plays an important role in increasing a
patient's interest in seeking treatment again.

As several other studies have also supported this finding, including research by Basal-
amah and Multazam (2021) that there is a significant relationship between nurses who are
responsive to the interest in returning for treatment. Then, research by Ahmad, et al., (2022);
and Umi, (2019) also proves that patients who receive responsive care tend to consider the
hospital as the main choice for subsequent treatment. The trust that is built through good
responsiveness creates a bond between the patient and the hospital.

The length of time patients spend waiting for healthcare services can be a critical
factor influencing their perception of the quality of care provided. Therefore, healthcare facil-
ities must carefully manage and structure the various stages, from registration to consultation
and prescription fulfilment. The challenge is to balance efficiency with the need for thorough
and comprehensive care.

Bustani et al. (2015) highlighted that long waiting times have the potential to cause
dissatisfaction among patients, and can be an indication of inadequate service component
management in health facilities. To address this issue, health institutions need to adopt a
strategic approach in optimizing their operational processes, to ensure that waiting times are
minimized without compromising service quality.

The Influence of Nurse Responsiveness on Returning Treatment Interest Through
Hospital Image

Based on the results of statistical analysis conducted to test the effect of nurses' re-
sponsiveness on the intention to seek treatment again through the image of the hospital at
the Outpatient Polyclinic of UPT RSUD Nene Mallomo, Sidrap Regency, it was found that
nurses' responsiveness has a positive and significant effect on the intention to seek treatment
again through the image of the hospital. The significance value of 0.000 indicates that this
relationship is very strong and smaller than the significance level set at 0.05, while the t-
count value of 3.654 confirms the positive direction of the influence. This finding strengthens
the hypothesis that the quality of nurse interaction with patients not only affects direct per-
ceptions of care, but also forms the overall image of the institution.

Overall, this study confirms the importance of the role of nurse responsiveness in
building a positive image for the hospital. Nurse responsiveness in responding to patient
needs not only increases individual patient satisfaction, but also strengthens the image of
the hospital as a trusted and quality institution. In this context, the strategy for developing the
quality of nursing services must be a priority for hospitals in an effort to maintain and improve
patient loyalty and a good reputation in the community.
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The Influence of Nurse Responsiveness on Re-treatment Interest through Patient Sat-
isfaction

Based on the statistical analysis conducted to test the effect of nurses' responsive-
ness on the intention to seek treatment again through patient satisfaction, it was found that
nurses' responsiveness has a positive and significant effect on the intention to seek treatment
again through patient satisfaction at the Outpatient Polyclinic of UPT RSUD Nene Mallomo,
Sidrap Regency. This is evidenced by the significance value of 0.000, which is smaller than
the significance level of 0.05, and the t-value of 3.959 which is positive. This finding supports
the hypothesis that nurses' responsiveness significantly increases patients' interest in seek-
ing treatment again through increasing patient satisfaction.

Overall, the results of this study emphasize the importance of the role of nurses in
creating a satisfying experience for patients, which in turn increases the patient's desire to
return to health services. Responsiveness and attention from nurses not only directly affect
patient satisfaction, but also have a long-term impact on patient interest in continuing treat-
ment at the same facility. Therefore, strategies to improve nurse responsiveness should be
a primary focus in hospitals' efforts to increase patient loyalty through high satisfaction.

4. Conclusions

Based on research at the Outpatient Polyclinic of UPT RSUD Nene Mallomo, Sidrap Regency, it was found
that the responsiveness of nurses has a positive effect on the image of the hospital and patient satisfaction,
which in turn increases the interest of patients to return for treatment. In addition, the image of the hospital and
patient satisfaction act as mediators in the influence of the responsiveness of nurses on the interest to return for
treatment. This finding emphasizes the importance of improving the quality of service to improve patient per-
ception and satisfaction, and support patients' decisions to reuse health services at the Outpatient Polyclinic of
UPT RSUD Nene Mallomo, Sidrap Regency.
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