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Tujuan penelitian ini untuk mengetahui pengaruh Kualitas Pelayanan dan Word Of Mouth terhadap Keputusan Pengguna Jasa Klinik Pratama Cahaya II Kec. Lubuk Pakam Kab. Deli Serdang secara parsial dan simultan. Penelitian ini merupakan penelitian kuantitatif , dengan jumlah populasi 653 pasien dan sampel berjumlah 87 pasien dengan meggunakan rumus slovin teknik simple random sampling dan  pengumpulan data melalui observasi dan kuesioner. Data diolah menggunakan SPSS for windows 29.0. Hasil penelitian menunjukkan persamaan regresi linear berganda diperoleh persamaan Y = 5,010 + 0,232X1 + 0,637X2. Hasil uji T (Parsial) diperoleh nilai thitung =1,747>ttabel 1,663 dan signifikan  0,084<0,05 maka Ha diterima dan H0 ditolak artinya kualitas Pelayanan(X1) berpengaruh positif dan signifikan terhadap Keputusan Pengguna Jasa(Y). Nilai thitung 5,409>ttabel 1,663 dan signifikan 0,000<0,05 maka Ha diterima dan H0 ditolak artinya word of mouth(X2) berpengaruh positif dan signifikan terhadap Keputusan Pengguna Jasa(Y). Hasil uji F (Simultan) diperoleh nilai Fhitung 20,683>Ftabel 3,11 dan signifikan 0,000<0,05. Maka hal ini menunjukkan bahwa Ha diterima dan H0 ditolak artinya Kualitas Pelayanan dan Word of Mouth secara simultan berpengaruh positif dan signifikan terhadap Keputusan Pengguna Jasa. Nilai R Square  menunjukkan koefisien determinasi adalah 0,330  atau 33,0% variabel Keputusan Pengguna Jasa dapat dijelaskan oleh variabel Kualitas Pelayanan dan Word Of Mouth sedangkan sisanya sebesar 67,0%  dipengaruhi oleh variabel lainnya yang tidak diikut sertakan dalam penelitian ini.
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THE INFLUENCE OF SERVICE QUALITY AND WORD OF MOUTH ON
THE DECISION OF PRATAMA CAHAYA 11 CLINIC SERVICE USERS,
LUBUK PAKAM DISTRICT, DELI SERDANG DISTRICT
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ABSTRACT

The objective of this research was to determine the influence of Service Quality
and Word Of Mouth on the Decision of Pratama Cahaya II Clinic Service Users
of Lubuk Pakam District, Deli Serdang Regency partially and simultaneously.
This study is a quantitative study, with a population of 653 patients and a sample
of 87 patients using the slovin formula simple random sampling technique and
data collection through observation and questionnaires. Data is processed using
SPSS for windows 29.0. The results showed that the multiple lincar regression
cquation obtained the equation Y = 5.010 + 0.232XI + 0.637X2. The results of
the T (Partial) test obtained a tobserved value = 1.747>ttable 1.663 and
significant 0.084<0.05 then Ha is accepted and HO is rejected meaning that the
quality of Service (X1) has a positive and significant effect on the Service User
Decision (Y). The tobserved .409>ttable is 1.663 and significant 0.000<0.05 then
Ha is accepted and HO s rejected meaning that word of mouth (X2) has a positive
and significant effect on Service User Decision (Y). The results of the F
(Simultaneous) test obiained a Fobscrved 20.683>Ftable 3.11 and a significant
), this showed that Ha is accepted and HO is rejected means that

Jser Decisions. The R Square value indicates the cocfficient of
W.330 or 33.0%, the Service User Decision variable can be
| Service Quality and Word of Mouth variables, while the
influenced by other variables not included in this study.
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