
DAFTAR PUSTAKA 
 

Al-Abbas, F. M., & Konok, D. (2021). Effect of queue management system on 

patient satisfaction in emergency department; a randomized controlled trial. 

International Journal of Pediatrics, 14-20. 

Al-Samarraie, H., & Ghazal, S. (2022). The role of hospital information systems 

(HIS) in improving healthcare service quality: a systematic review. 

International Journal of Medical Informatics, 10. 

Cheng, Y. (2022). Rethinking the role of communication in crisis management: A 

new model for the digital age. Public Relations Review, 10-20. 

Clark, J., & Smith, L. (2024). Proactive Communication Strategies and Their 

Impact on the Patient Experience in Outpatient Clinics. Journal of 

Healthcare Management, 32-45. 

Damaiyanti, E. &. (2014). Pengaruh komunikasi terhadap tingkat kepercayaan 

pasien di RSUD Labuang Baji. Jurnal Kesehatan Indonesia, 54-65. 

Eerikäinen, S., & Sneck, S. (2024). Empathic Communication in Nursing: A 

Scoping Review of Interventions and Outcomes. International Journal of 

Nursing Studies, 102. 

Hardiyanto, R. (2019). Efektivitas komunikasi interpersonal tenaga medis dalam 

meningkatkan kepuasan pasien. Solo: UNS Institutional Repository. 

Hariyati, R. T., & Safril, S. (2022). Interpersonal communication of nurses and 

patient satisfaction of the national health insurance participants. Enfermería 

Clínica, 10-14. 

Hidayat, B., Thabrany, H., & Kusuma, D. (2021). Challenges to the Implementation 

of Indonesia’s Social Health Insurance Program. Health in the Digital Age 

and the Role of Health-Care Informatics, 125-142. 

 



Jeong, H. &. (2020). Efektivitas teknik SBAR dalam keselamatan pasien. 

International Journal of Healthcare Communication, 14-20. 

Kim, S., & Gvili, Y. (2023). Transparency in healthcare: The role of information 

disclosure in building patient trust and managing expectations. Health 

Policy, 134-152. 

Kodu, K. (2022). The influence of health workers' non-verbal communication on 

outpatient satisfaction at the Wates Health Center, Kulon Progo. Belitung 

Nursing Journal, 141-151. 

Lim, W. C. (2022). A review of verbal de-escalation techniques in managing 

agitated patients in the emergency department. Emergency Medicine 

Journal, 373-378. 

Murni, A. W., & Sulistyawati, S. (2023). The Relationship between Health Literacy 

and Patient Satisfaction in Primary Healthcare Facilities: A Systematic 

Review. Jurnal Aisyah: Jurnal Ilmu Kesehatan, 241-249. 

Mwololo, A. &. (2023). Effect of Waiting Time on Patient Satisfaction at a Tertiary 

Hospital in Kenya. Journal Article, 1-7. 

Permatasari, A., & As'ad, A. (2023). The role of digital health platforms in 

enhancing patient engagement and communication: A review. Jurnal 

Administrasi Kesehatan Indonesia, 50-60. 

Riess, H. (2023). The science of empathy and compassion in medicine. The Journal 

of Patient Experience, 2-6. 

Rini, A. S., & Setyanto, Y. (2022). Strategi Komunikasi Krisis Humas Rumah Sakit 

dalam Mempertahankan Reputasi di Masa Pandemi Covid-19. Jurnal Riset 

Public Relations, 103-112. 

Setri Elicia, W. (2020). Strategi komunikasi humas Rumah Sakit Islam (RSI) Ibnu 

Sina Pekanbaru dalam meningkatkan pelayanan prima pada pasien BPJS 

 



kesehatan. Universitas Islam Negeri Sultan Syarif Kasim Riau: UIN 

Repository. 

Sharma, A., & Gupta, K. (2024). Shared Decision-Making in Healthcare: A 

Systematic Review of Its Impact on Patient Satisfaction and Health 

Outcomes. Journal of Health Communication, 45-59. 

Sukartini, T., & Fitriyah, N. (2022). The Effectiveness of Communication Skills 

Training on Nurses’ Empathy and Patient Satisfaction: A Systematic 

Review. Jurnal Ners, 89-96. 

Tuma, F., & Nassar, A. K. (2024). Service Quality (SERVQUAL) in Healthcare 

Sector: A Scoping Review. Medicina, 401. 

Wahab, M. A., & Angner, E. (2024). The effectiveness of patient-centered 

communication: An updated systematic review and meta-analysis. Patient 

Education and Counseling, 102-110. 

Yantos, H. (2016). Komunikasi berbasis solusi untuk mengurangi keluhan pasien 

BPJS. Komunikasi dan Manajemen Pelayanan Publik, 22-30. 

 

 


