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Abstract

The objectives of this research were to develop and validate the causal relationship
model of the influence of service quality on trust, customer satisfaction, customer positive word
of mouth and revisit of Rama Il Hospital with empirical data. The researcher used quantitative
method which involved empirical research. The instrument of research was a questionnaire used
to collect data from 528 customers of Rama Il Hospital. The statistics used in data analysis were
frequency, percentage, mean, standard deviation and structural equation model analysis.

It was found that the model was consistent with the empirical data. Goodness of fit
measures were found to be Chi-square (xz) = 877.200; Degree of freedom = 847; p-value = 0.229;
Relative Chi-square (y%/df) = 1.035; Goodness of Fit Index (GFI) = 0.934; Adjusted Goodness of Fit
Index AGFI) = 0.912; Comparative Fit Index (CFI) = 1.000; Standardized Root Mean Square
Residual (SRMR) = 0.026; and Root Mean Square Error of Approximation (RMSEA) = 0.110. It was
also found that (1) Service quality factors have a positive influence on trust include responsiveness
reliability assurance and empathy; (2) Service quality factors have a positive influence on
Customer Satisfaction include responsiveness reliability assurance and empathy; (3) Trust have a
positive influence on Customer Satisfaction; (4) Customer Satisfaction have a positive influence

on Positive Word of Mouth; (5) Customer Satisfaction have a positive influence on Revisit.
Keywords: Service Quality, Trust, Customer Satisfaction, Positive Word of Mouth, Revisit
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(Parasuraman, Zeithaml & Berry, 1988)
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vaewe: DE = Direct Effect, IE = Indirect Effect, TE = Total Effect, " vanefis tuddamsadafisysu 05,
(1.960 < tvalue < 2.576) Wiy e

faulaca TRU SAT WOM RVS
sTautlsa 1w DE IE TE DE IE TE DE IE TE DE IE TE
0.118 0.118 0.043 -0.034 0.009 0.004 0.004 0.021 0.021
™ (0.073) (0.073) | (0.055) | (0.026) | (0.055) (0.053) | (0.053) (0.056) | (0.056)
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