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ABSTRAK

Tesis ini berjudul “Pengaruh Human Capital Dan Organizational Capital
Terhadap Kepuasan Pelanggan Melalui Waktu Tunggu Sebagai Variabel
Intervening Di Instalasi Farmasi Rumah Sakit Carolus Borromeus Kupang”
ditulis oleh Monica Djiuardi dan disupervisi oleh Dr. M.E. Perserveranda,
SE., M.Si dan Pater Yulius Yasinto SVD, MA.MSC

Kepuasan pelanggan atas pelayanan farmasi merupakan apresiasi pelanggan
atas pemanfaatan layanan apotik, yang berdampak terhadap citra bisnis dan
loyalitas pelanggan rumah sakit.

Penurunan kepuasan pelanggan atas pemanfaatan layanan Apotik Carolus
Borromeos Kupang, mendorong dilakukannya penelitian untuk menganalisis
pengaruh human capital dan organizational capital terhadap loyalitas pelanggan,
melalui waktu tunggu. Aktualisasi nilai- nilai human capital dan organizational
capital membentuk kompetensi petugas dengan dukungan manajemen apotik,
membentuk pelayanan farmasi dengan waktu tunggu relatif cepat, guna
membentuk kepuasan pelanggan Apotik Carolus Borromeos Kupang.

Penelitian ini bertujuan untuk: 1) Mendeskripsikan variabel human capital,
variabel organizational capital, variabel waktu tunggu dan variabel kepuasan
pelanggan, 2) Menganalisis pengaruh variabel human capital, variabel
organizational capital dan variabel waktu tunggu terhadap variabel kepuasan
pelanggan, 3) Menganalisis mediasi variabel waktu tunggu atas pengaruh variabel
human capital dan variabel organizational capital terhadap variabel kepuasan
pelanggan.

Sampel penelitian ini mencakup 99 pasien yang melakukan kunjungan di
Apotik Carollus Borromeos. Alat analisis berupa analisis deskriptif dan inferensial
berupa regresi mediasi, menggunakan SmartPLS.

Hasil penelitian menunjukkan: 1) Human capital teraktualisasi dengan baik,
sementara kepuasan pelanggan, organizational capital dan waktu tunggu kurang
teraktualisasi, 2) Waktu tunggu memediasi secara positif dan signifikan atas
pengaruh variabel human capital (X,) maupun variabel organizational capital (X3)
terhadap variabel kepuasan pelanggan (Y).

Saran penelitian dikemukakan pada manajemen Apotik Carollus Borromeos
Kupang untuk: 1) Mendesain dan mengkondisikan pelaksanaan tugas secara
koordinatif, 2) Mengkondisikan pendidikan, pelatihan dan memberikan reward
maupun punishment kepada petugas apotik dan 3) memberikan brefing secara
berkala terkait nilai- nilai pelaksanaan tugas.

Kata Kunci: Human Capital, Organizational Capital, Waktu Tunggu dan
Kepuasan Pelanggan



ABSTRACT

This thesis is entitled *"The Influence of Human Capital and Organizational
Capital on Customer Satisfaction through Waiting Time as an Intervening
Variable in the Pharmacy Installation of Carolus Borromeus Hospital
Kupang" written by Monica Djiuardi and supervised by Dr. M.E.
Perserveranda, SE., M.Si and Father Yulius Yasinto SVD, MA.MSC

Customer satisfaction with pharmaceutical services is customer
appreciation for the use of pharmacy services, which has an impact on the
hospital's business image and customer loyalty.

The decline in customer satisfaction with the use of Carrolus Borromeos
Kupang Pharmacy services prompted research to analyze the influence of human
capital and organizational capital on customer loyalty, through waiting time. The
actualization of human capital and organizational capital values forms the
competence of officers with the support of pharmacy management, creating
pharmaceutical services with relatively fast waiting times, in order to create
customer satisfaction at Carolus Borromeos Kupang Pharmacy.

This research aims to: 1) Describe human capital variables, organizational
capital variables, waiting time variables and customer satisfaction variables, 2)
Analyze the influence of human capital variables, organizational capital variables
and waiting time variables on customer satisfaction variables, 3) Analyze the
mediation of time variables wait for the influence of human capital variables and
organizational capital variables on customer satisfaction variables.

This research sample included 99 patients who visited the Carollus
Borromeos Pharmacy. The analytical tool is descriptive and inferential analysis in
the form of mediation regression, using SmartPLS.

The research results show: 1) Human capital is well actualized, while
customer satisfaction, organizational capital and waiting time are less actualized,
2) Waiting time mediates positively and significantly on the influence of the
human capital variable (X1) and the organizational capital variable (X2) on the
variables customer satisfaction ().

Research suggestions were put forward to the management of the Carollus
Borromeos Kupang Pharmacy to: 1) Design and condition the implementation of
tasks in a coordinative manner, 2) Condition education, training and provide
rewards and punishments to pharmacy officers and 3) provide regular briefings
regarding the values of carrying out tasks.

Keywords: Human Capital, Organizational Capital, Waiting Time and
Customer Satisfaction
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