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ABSTRACT: Marketing in hospitals is a basic activity of an organization to run its business and to maintain its continuity, the role
of marketing in hospitals is very important in determining hospital selection. Service marketing needs an expanded marketing mix
with the addition of a non-traditional marketing mix, namely people, physical evidence, and process, so that it becomes seven
elements. This research aims to determine the influence of the marketing mix of services on the intention to revisit BPJS inpatients
at Royal Prima Marelan General Hospital. This research is an analytical observational research with a cross-sectional approach.
The population in this study were BPJS patients hospitalized during the last five months at Royal Prima Marelan General Hospital,
totaling 1,279 patients. Determination of samples using the Slovin formula with a total sample of 305 patients. Data analysis uses
univariate, bivariate, and multivariate analysis. The results of the research show that the variables of type of service, location of
service, promotion, health personnel, physical appearance, service procedures, and hospital performance have a positive and
significant effect on interest in revisiting inpatient BPJS patients at Royal Prima Marelan hospital p-value <0.05. The independent
variable that most influences the interest in revisiting inpatient BPJS patients at the Hospital of Royal Prima Marelan is the hospital
performance variable.
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INTRODUCTION

Hospitals have the responsibility of providing comprehensive individual healthcare services. Comprehensive healthcare services
encompass promotive, preventive, curative, and rehabilitative care. This situation underscores the importance of hospitals paying
meticulous attention to the quality of services offered to consumers, in this case, patients who seek hospital services, ensuring
that patients experience satisfaction with the quality provided (Karin, 2019).

The decrease in the number of patient visits to hospitals is a problem that hospital administrators cannot ignore (Dian,
2022). The decline in patient visits can reduce the hospital's revenue and affect the suboptimal utilization of the hospital itself
(Dian, 2022).

In marketing management, the cost incurred for acquiring new patients tends to be higher than retaining existing ones.
Repeat visits indicate the patient's interest in utilizing healthcare services they have previously experienced or their loyalty to the
healthcare facility, whereas new visits signify the patient's interest in accessing healthcare services at a specific facility (Syam,
2019).

In theoretical terms, according to Kotler (2018), the marketing mix is a set of marketing tools companies use to pursue
their marketing objectives in the target market. The objectives of the marketing mix are to capture consumer interest by promising
superior value, establishing an attractive price, distributing products conveniently, promoting effectively, and retaining existing
customers while maintaining customer satisfaction (M. Adam, 2018).

The traditional marketing mix concept consists of the 4Ps: product, price, place, and promotion. However, an expanded
marketing mix is needed for services marketing, incorporating non-traditional elements, which include people, physical evidence,
and process, resulting in a total of 7 elements (7Ps) (Puji, 2018). This extended marketing mix is particularly relevant for services
because it recognizes the significance of factors like customer interactions (people), the tangible aspects of service delivery
(physical evidence), and the processes involved in service provision.
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Based on the pre-survey results conducted by the researcher at Royal Prima Marelan General Hospital in December 2022, through
interviews with marketing department personnel at the hospital, it was found that the annual patient visits over the past five
months have experienced a decline. In July, there were 310 inpatient visits; in August, 273 patients; in September, 245 patients;
in October, 233 patients; and in November, 218 patients. This indicates a low level of interest among patients in returning to use
the hospital's services.

Given the background information provided and previous research findings, the researcher is interested in conducting
a study titled "The Influence of Service Marketing Mix on the Revisitation Intention of BPJS Inpatient Patients at Royal Prima
Marelan General Hospital." This research title directly addresses the observed decline in patient visits and the importance of
understanding how the service marketing mix affects the intention of BPJS inpatient patients to revisit the hospital.

METHODS

This research is classified as an analytical observational study involving a survey or research to explore how and why this health
phenomenon occurs. Using a Cross-Sectional approach, it then analyzes the dynamics of correlations between phenomena or risk
and effect factors (Notoatmodjo, 2018). The study was conducted at Royal Prima Marelan General Hospital, located at JI. Marelan
Raya Ps. Il Pasar Il No. 187, Rengas Pulau, Medan Marelan District, Medan City, North Sumatra, 20255. The preliminary survey
was conducted in October 2022, followed by data collection.

The population in this study consisted of BPJS inpatient patients at Royal Prima Marelan General Hospital over the last
five months, totaling 1,279 patients. The research sample was selected using the consecutive sampling method and will be further
refined based on inclusion and exclusion criteria. According to the Slovin formula for sample size calculation, the total sample size
obtained is 305.

The primary data source for this research was the questionnaire survey results regarding the influence of the service
marketing mix on the revisitation intention of BPJS inpatient patients at Royal Prima Marelan General Hospital. The secondary
data sources for this study included journals, the profile of Royal Prima Marelan General Hospital, and several articles from
relevant sources. These secondary sources provided additional context and information to support the research findings.

Data analysis in this study involved univariate, bivariate, and multivariate analyses using the statistical software SPSS
Version 25. After processing the data, the analysis involved calculating the proportions of respondent characteristics based on the
variables used. Research ethics were upheld through the use of an Informed Consent form and anonymity to safeguard the
confidentiality of the participants. The researchers did not disclose the names of the respondents but assigned only codes to
maintain their anonymity.

RESULTS
The Characteristics of the Respondent
Table 1. Distribution of Patient Characteristics Based on Age

Age n %
< 25 years 6 2
25-30 years 136 44,6
31-35 years 88 28,9
> 35 years 75 24,6
Total 305 100

Source: Primary Data Processed in 2023

Table 2. Distribution of Patient Characteristics Based on Gender

Gender n %

Male 69 22,6
Female 236 77,4
Total 305 100

Source: Primary Data Processed in 2023
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Table 3. Distribution of Respondent Characteristics Based on Highest Education Level

Highest Education n %
Elementary 2 0,7
Junior High 3 1
Senior High 59 19,3
Associate 37 12,1
Undergraduate 204 66,9
Total 305 100
Source: Primary Data Processed in 2023
Table 4. Distribution of Respondent Characteristics Based on Occupation
Occupation n %
Housewife 19 6,3
Employee 64 21
Retired 1 0,3
Public Officer 100 35,7
Police 10 3,3
Entrepreneur 59 19,3
Unemployed 43 14,1
Total 76 100

Source: Primary Data Processed in 2023

Among 305 respondents, the largest age group was between 25-30 years old, comprising 136 respondents, accounting for 44.6%
of the total. Regarding gender, the majority of respondents were female, totaling 236 respondents, representing 77.4% of the
total respondents. Respondents with a bachelor's degree (S1) were the largest group, consisting of 204 respondents, making up
the highest percentage at 66.9% of the total respondents. Among the respondents, 109 had a job as civil servants (PNS),
representing the largest group at 35.7% of the total respondents.

UNIVARIATE ANALYSIS RESULTS
Table 5. Frequency Distribution of Respondent Responses Based on Service Types (Product)

Service Types (Product) n %
good 275 90,2
Not good 30 9,8
Total 305 100

Source: Primary Data Processed in 2023
Respondents who stated that the type of service at Royal Prima Marelan General Hospital is good amounted to 275 respondents,
accounting for 90.2%. Meanwhile, respondents who said that the type of service at Royal Prima Marelan General Hospital is not

good amounted to 30 respondents, representing 9.8%.

Table 6. Frequency Distribution of Respondent Responses Based on Service Location (Place)

Place n %
good 275 90,2
Not good 30 9,8
Total 305 100

Source: Primary Data Processed in 2023

Respondents who stated that the service procedures at Royal Prima Marelan General Hospital are good amounted to 279
respondents, accounting for 91.5%. On the other hand, respondents who said that the service procedures at Royal Prima Marelan
General Hospital are not good amounted to 26 respondents, representing 8.5%.
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Table 7. Frequency Distribution of Respondent Responses Based on Hospital Performance

Performance n %

good 273 89,5
Not good 32 10,5
Total 305 100

Source: Primary Data Processed in 2023
Respondents who stated that the performance of Royal Prima Marelan General Hospital is good amounted to 273 respondents,
accounting for 89.5%. Conversely, respondents who indicated that the performance of Royal Prima Marelan General Hospital is

not good amounted to 32 respondents, representing 10.5%.

Table 8. Frequency Distribution of Respondent Responses Based on Revisitation Intention of Patients

Revisitation Intention of Patients n %

Yes 274 89,8
No 31 10,2
Total 305 100

Source: Primary Data Processed in 2023

Respondents who expressed an interest in revisiting Royal Prima Marelan General Hospital amounted to 274 respondents,
representing 89.8%. Meanwhile, respondents who stated that they were not interested in revisiting Royal Prima Marelan General
Hospital totaled 31 respondents, accounting for 10.2%.

BIVARIATE ANALYSIS RESULTS
Table 9. The Influence of the Service Marketing Mix (Product) on the Revisitation Intention of BPJS Inpatient Patients to Royal
Prima Marelan General Hospital

Revisitation Intention

Total

Product Yes No P-Value
n % n % n %

Good 266 87,2 9 3 275 90,2

Not good 8 2,6 22 7,2 30 9,8 0.000

Total 274 89,8 31 10,2 305 100 !

Source: Primary Data Processed in 2023

The chi-square test results for the service marketing mix (Product) on the revisitation intention of BPJS inpatient patients to Royal
Prima Marelan General Hospital yielded a p-value of 0.000, which is less than 0.05. This indicates a positive and significant
influence.

Table 10. The Influence of the Service Marketing Mix (Place) on the Revisitation Intention of BPJS Inpatient Patients to Royal
Prima Marelan General Hospital

Revisitation Intention

Place Yes No Total P-Value
n % n % n %
Good 267 87,5 8 2,6 275 90,2
Not good 7 2,3 23 7,5 30 9,8
0,000
Total 274 89,8 31 10,2 305 100

Source: Primary Data Processed in 2023

In the service marketing mix (Place), regarding its influence on the revisitation intention of BPJS inpatient patients to Royal Prima
Marelan General Hospital, a p-value of 0.000 was obtained, which is less than 0.05. This indicates a positive and significant
influence.
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Table 11. The Influence of the Service Marketing Mix (Promotion) on the Revisitation Intention of BPJS Inpatient Patients to
Royal Prima Marelan General Hospital

Promotion Revisitation Intention Total P-Value
Yes No
n % n % n %
Good 260 85,2 10 3,3 270 88,5
Not good 14 4,6 21 6,9 35 11,5 0,000
Total 274 89,8 31 10,2 305 100

Source: Primary Data Processed in 2023

In the service marketing mix (Promotion), concerning its influence on the revisitation intention of BPJS inpatient patients to Royal
Prima Marelan General Hospital, a p-value of 0.000 was obtained, which is less than 0.05. This indicates a positive and significant
influence.

Table 12. The Influence of the Service Marketing Mix (People) on the Revisitation Intention of BPJS Inpatient Patients to Royal
Prima Marelan General Hospital

Revisitation Intention
Health workers Total

(People) Yes No P-Value
P n % n % n %
Good 268 87,9 10 3,3 278 91,1
Not good 6 2 21 6,9 27 8,9
0,001
Total 274 89,8 31 10,2 305 100

Source: Primary Data Processed in 2023

In the service marketing mix (People), concerning its influence on the revisitation intention of BPJS inpatient patients to Royal
Prima Marelan General Hospital, a p-value of 0.001 was obtained, which is less than 0.05. This indicates a positive and significant

influence.

Table 13. The Influence of the Service Marketing Mix (Physical) on the Revisitation Intention of BPJS Inpatient Patients to Royal
Prima Marelan General Hospital

Revisitation Intention

Physical Yes No Total P-Value
n % n % n %

Good 264 86,6 12 3,9 276 90,5

Not good 10 3,3 19 6,2 29 9,5 0.000

Total 274 89,8 31 10,2 305 100 ’

Source: Primary Data Processed in 2023

In the service marketing mix (Physical), regarding its influence on the revisitation intention of BPJS inpatient patients to Royal
Prima Marelan General Hospital, a p-value of 0.000 was obtained, which is less than 0.05. This indicates a positive and significant
influence.

Table 14. The Influence of the Service Marketing Mix (Process) on the Revisitation Intention of BPJS Inpatient Patients to Royal
Prima Marelan General Hospital

Service Revisitation Intention

Total
procedures Yes No ota P-Value
(Process) n % n % n %
Good 265 86,9 14 4,6 279 91,5
Not good 9 3 17 5,6 26 8,5
0,000
Total 274 89,8 31 10,2 305 100

Source: Primary Data Processed in 2023
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In the service marketing mix (Process), concerning its influence on the revisitation intention of BPJS inpatient patients to Royal
Prima Marelan General Hospital, a p-value of 0.000 was obtained, which is less than 0.05. This indicates a positive and significant
influence.

Table 15. The Influence of the Service Marketing Mix (Hospital Performance) on the Revisitation Intention of BPJS Inpatient
Patients to Royal Prima Marelan General Hospital

Revisitation Intention

Total
Performance Yes No ota P-Value
n % n % n %
Good 260 85,2 13 4,3 273 89,5
Not good 14 4,6 18 5,9 32 10,5
0,000
Total 274 89,8 31 10,2 305 100

Source: Primary Data Processed in 2023

In the service marketing mix (Hospital Performance), regarding its influence on the revisitation intention of BPJS inpatient patients
to Royal Prima Marelan General Hospital, a p-value of 0.000 was obtained, which is less than 0.05. This indicates a positive and
significant influence.

MULTIVARIATE ANALYSIS RESULTS
Table 16. Candidate Selection for Multivariate Analysis

Variable P-Value Candidate
Service types (Product) 0,000 Ya
Service location (Place) 0,000 Ya
Promotion 0,000 Ya
Health workers (People) 0,001 Ya
Physical 0,000 Ya
Service procedures (Process) 0,000 Ya
Performance 0,000 Ya

Source: Data Processed in 2023

All independent variables in this study have a p-value < 0.05. Based on these results, all independent variables are included in the
multivariate testing model in the following table:

Table 17. Multivariate Test Results

Model Sum of Squares  df Mean Square F Sig.
Regression 2416.560 7 345.223 25.270 .000°
1 Residual 4057.493 297 13.662
Total 6474.052 304

a. Dependent Variable: Minat Berkunjung Ulang
b. Predictors: (Constant), Performance, Product, Process, Promotion, Physical, Place, People
Source: Data Processed in 2023

The multivariate analysis results for the independent variables against the dependent variable indicate a significance value of
0.000, which is less than 0.05. This means that the independent variables in this study, when considered together or
simultaneously, significantly influence the dependent variable. To determine which independent variable has the most significant
impact on the dependent variable, we can refer to the following table:
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Table 18. The Most Influential Independent Variable on the Dependent Variable

Coefficients?

Unstandardized Coefficients Standardized

Model Coefficients t Sig.
B Std. Error Beta

(Constant) 2.240 1.805 1.241 .216
Product 126 .053 126 2.364 .019
Place .146 .052 .156 2.782 .006
Promotion 222 .063 .190 3.539 .000

1 People .027 .056 .028 .486 .628
Physical 151 .056 .154 2.708 .007
Process .075 .055 .072 1.377 .170
Performance 331 .088 .199 3.781 .000

a. Dependent Variable: Revisitation intention
Source: Data Processed in 2023

The research findings indicate that the highest t-value is found in the variable "Hospital Performance," which is 3.781. From these
results, it can be concluded that the independent variable that has the most significant influence on the dependent variable in this
study is Hospital Performance.

DISCUSSION

The Influence of the Service Marketing Mix (Product) on the Revisitation Intention of BPJS Inpatient Patients to Royal Prima
Marelan General Hospital

If the type of service at Royal Prima Marelan General Hospital is good, then patients who are interested in revisiting are 266
(87.2%) patients, and patients who are not interested in revisiting Royal Prima Marelan General Hospital are 9 (3%) patients. If the
type of service at Royal Prima Marelan General Hospital is not good, then patients who are interested in revisiting are 8 (2.6%)
patients, and patients who are not interested in revisiting Royal Prima Marelan General Hospital are 22 (7.2%) patients.

The results of this study align with previous research conducted by Umy (2020) titled "The Influence of the Marketing
Mix on Revisitation Intention for Health Services at Balkesmas in the Ambarawa Region." Umy's study also found a significant
influence of the marketing mix, specifically the product, on the intention to revisit health services in the Ambarawa Region, with
a p-value of 0.000. Similarly, the findings are consistent with research conducted by Setianingsih (2018), which indicated a
significant relationship between the product (service) and patient loyalty. Puji (2018) also reported a relationship between the
product and the level of patient visits in their research. These congruent findings across different studies suggest the importance
of the product or service quality in influencing patients' revisitation intentions and loyalty within the healthcare context.

Based on previous research conducted by Dewi Barus (2018), the product in healthcare services refers to the service
provided, which encompasses the entire concept of the object or process that delivers a certain value and benefit to patients.
High-quality products are a factor that influences the revisitation intention of patients. The research results showed a significant
positive impact of the product on the revisitation intention of patients (Barus, 2018). It's essential to note that when it comes to
products, consumers are not just buying the physical aspect of the product but also purchasing the benefits and value it offers,
often referred to as "the offer." With good product quality provided by the hospital to patients, it enhances the patients' intention
to return and use the healthcare services offered by the hospital again.

The Influence of the Service Marketing Mix (Place) on the Revisitation Intention of BPJS Inpatient Patients to Royal Prima
Marelan General Hospital

If the service location at Royal Prima Marelan General Hospital is good, then patients who are interested in revisiting are 267
(87.5%) patients, and patients who are not interested in revisiting Royal Prima Marelan General Hospital are 8 (2.6%) patients. If
the service location at Royal Prima Marelan General Hospital is not good, then patients who are interested in revisiting are 7 (2.3%)
patients, and patients who are not interested in revisiting Royal Prima Marelan General Hospital are 23 (7.5%) patients.

The results of this research align with studies conducted by Ekawati et al. (2022), where the location of RS Yadika Pondok Bambu
positively influenced former patients' intention to revisit RS Yadika Pondok Bambu. Similarly, Shalamah (2021) conducted research
on the influence of the marketing mix on revisitation intention at Balai Kesehatan Masyarakat (Community Health Centers), and
the results indicated that the marketing mix, particularly the location, had a positive and significant impact on revisitation intention
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at Balai Kesehatan Masyarakat. Additionally, Ekawati (2022) conducted a study with similar findings, where the location of RS
Yadika Pondok Bambu had a positive influence on the intention of former patients to revisit RS Yadika Pondok Bambu. These
consistent findings from different studies highlight the significant role of location in influencing patients' intentions to revisit
healthcare facilities.

The choice of a place necessitates careful consideration of a number of aspects, such as Accessibility, for instance, a place that is
simple to reach by public transportation. Visibility: For example, a place that is easily seen from the side of the road. Foot Traffic:
An area where there are a lot of people going by can present several opportunities for impulsive purchases. On the other hand,
issues may arise from the volume and density of vehicle traffic. Heavy traffic and congestion may make it difficult for consumers
to park or dissuade them from visiting the business, which could result in a bad customer experience. The environment ought to
support the services provided. Competition, which includes the existence of rival sites.

The Influence of the Service Marketing Mix (Promotion) on the Revisitation Intention of BPJS Inpatient Patients to Royal Prima
Marelan General Hospital

If the promotion conducted by Royal Prima Marelan General Hospital is good, then there are 260 patients (85.2%) interested in
revisiting, and 10 patients (3.3%) are not interested in revisiting Royal Prima Marelan General Hospital. However, if the promotion
conducted by Royal Prima Marelan is not good, then there are only 14 patients (4.6%) interested in revisiting, while 21 patients
(6.9%) are not interested in revisiting Royal Prima Marelan General Hospital.

The results of this study are not in line with the research conducted by Sitti (2023) on the influence of marketing mix on
the intention of outpatient return visits, which showed that there was no influence of promotion marketing mix on the intention
of outpatient return visits at the Syamsinar Maros clinic. However, the results of this study are consistent with the research
conducted by Umy (2020) with the title "The Influence of Marketing Mix on the Intention of Revisiting Health Services in the
Ambarawa Public Health Center Area," which showed an influence of promotion marketing mix on the intention of revisiting
health services in the Ambarawa Public Health Center area with a value of p=0.000. The same results were also found by Nisa
(2019), which showed a relationship between the promotion variable and patient decisions in choosing outpatient care units.

What needs to be considered in promotion is the selection of the promotion mix, which consists of advertising, personal
selling, sales promotion, public relations, word of mouth, and direct mail. With good-quality promotion provided by the hospital
to patients, it will increase the curiosity of patients to return to using healthcare services at the hospital. The concept of hospital
promotion is about how patients become aware of the types of services available at the hospital, how they are motivated to use
them, and how they use them continuously and share that information with their relatives (Usman, 2022).

The Influence of the Service Marketing Mix (People) on the Revisitation Intention of BPJS Inpatient Patients to Royal Prima
Marelan General Hospital

If the healthcare staff at Royal Prima Marelan General Hospital is good, then patients who are interested in returning are 268
(87.9%) patients, and patients who are not interested in returning to Royal Prima Marelan are 10 (3.3%) patients. If the healthcare
staff at Royal Prima Marelan is not good, then patients who are interested in returning are 6 (2%) patients, and patients who are
not interested in returning to Royal Prima General Hospital Marelan are 21 (6.9%) patients.

The results of this study are consistent with the research conducted by Dian (2023) on the influence of marketing mix on
the satisfaction and intention to revisit general outpatients at RSUD Labuang Baji Makassar in 2022, which showed that the
marketing mix of "people" has a positive and significant influence on the intention of general outpatient patients to revisit RSUD
Labuang Baji Makassar. Similar findings were also observed by Yuli, indicating an influence of the marketing mix on patient revisit.
However, this study differs from the research by Ajeng (2018), which stated that there was no significant relationship between
people's perceptions (human resources) and patient loyalty at the Outpatient Department of RSK. Dr. Sitanala Tangerang, with a
p-value of 0.681.

People (individuals/actors) in services are those directly involved in carrying out all company activities and play a crucial
role in all organizations. What should be of concern for service companies is that the recruitment of their human resources should
be oriented towards customers from the beginning, as they will eventually have direct interactions with customers. It is important
to hire and train the right people to provide the best service to customers (Musfar, 2020). Human resources have a positive
influence on patient loyalty, indicating that the skills and competencies possessed by hospital staff can contribute to patient
satisfaction. The strategy for the "people" component of the marketing mix to sustain its operations can be carried out by
managing and training human resources effectively to support the creation of excellent service quality (Huda, 2022).
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The Influence of the Service Marketing Mix (Physical) on the Revisitation Intention of BPJS Inpatient Patients to Royal Prima
Marelan General Hospital

If the physical appearance of Royal Prima Marelan General Hospital is good, then patients who are interested in revisiting amount
to 264 (86.6%) patients, and patients who are not interested in revisiting Royal Prima Marelan General Hospital amount to 12
(3.9%) patients. If the physical appearance of Royal Prima Marelan is not good, then patients who are interested in revisiting
amount to 10 (3.3%) patients, and patients who are not interested in revisiting Royal Prima Marelan amount to 19 (6.2%) patients.

The research findings are consistent with previous studies. They align with the research conducted by Lammade (2017),
which showed that physical facilities (physical evidence) have a relationship with the intention to reuse inpatient services. These
results are also in line with the research conducted by Nurmawaddah (2020), which found that the marketing mix of physical
evidence influences the intention to reuse services in the outpatient department of RSIA Petiwi Makassar. However, they differ
from the findings of the study conducted by Risah (2022), which indicated that the marketing mix of physical evidence does not
influence the intention of patients to revisit.

Physical evidence refers to the physical environment where services are created and directly interacted with by
consumers. In this context, hospitals must showcase the quality of their facilities to patients, including the cleanliness of the
environment from the external surroundings to the inpatient rooms. It is essential to ensure that all areas and rooms are clean
and well-organized to enhance the comfort of patients and other visitors. This cleanliness and organization can create a positive
impression on patients, encouraging them to revisit and utilize the hospital's services again. Physical evidence plays a crucial role
in marketing by differentiating services and making the physical facilities as attractive as possible to attract customers from their
target market.

The Influence of the Service Marketing Mix (Process) on the Revisitation Intention of BPJS Inpatient Patients to Royal Prima
Marelan General Hospital
If the service procedures at Royal Prima Marelan General Hospital are good, then patients who are interested in revisiting amount
to 265 (86.9%) patients, and patients who are not interested in revisiting Royal Prima Marelan amount to 14 (4.6%) patients. If
the service procedures at Royal Prima Marelan are not good, then patients who are interested in revisiting amount to 9 (3%)
patients, and patients who are not interested in revisiting Royal Prima Marelan general hospital amount to 17 (5.6%) patients.

The results of this study are consistent with research conducted by Umy (2020) titled "The Influence of Marketing Mix on
the Intention to Revisit Health Services in the Ambarawa Health Center Area." Their research showed a significant influence of the
service procedures marketing mix on the intention to revisit health services in the Ambarawa Health Center Area with a p-value
of 0.000. Similar results were also found in a study by Azizah (2010), which demonstrated a significant influence of the process
marketing mix on the variable of intention to revisit, with a p-value of 0.000. However, this study differs from research conducted
by Mahara (2021) on the "Relationship of Marketing Mix with the Intention to Revisit General Patients at Mitra Medika Amplas
Medan General Hospital," which found a negative and significant influence of the process on the intention to revisit general
patients at the hospital of Mitra Medika Amplas Medan.

The service process refers to all the ways or procedures by which services are delivered to consumers (Setianingsih, 2018).
The process encompasses all activities, typically including procedures, work schedules, mechanisms, and where services are
produced and delivered to consumers (Rahman, 2020). The process in a hospital is equally important, as every patient desires an
easy and swift process. When a hospital can meet this expectation, it creates an impression in the service process. A fast and
efficient process is the expectation of every patient visiting a hospital. The service process is one of the key factors influencing
patient loyalty to the hospital, including the waiting time for patients to receive the service they desire (Sulistiadi & Junaidi, 2022).

This means that the better a hospital provides a process, the better the patient's experience will be. A marketing mix
strategy for the process to be sustainable in its operations can be achieved by evaluating the standard operating procedures (SOPs)
in all service departments in line with technological advancements.

The Influence of the Service Marketing Mix (Performance) on the Revisitation Intention of BPJS Inpatient Patients to Royal
Prima Marelan General Hospital

If the performance of Royal Prima Marelan General Hospital is good, then patients who are interested in revisiting amount to 260
(85.2%) patients, and patients who are not interested in revisiting Royal Prima Marelan amount to 13 (4.3%) patients. If the
performance of Royal Prima Marelan is not good, then patients who are interested in revisiting amount to 14 (4.6%) patients, and
patients who are not interested in revisiting the hospital of Royal Prima Marelan amount to 18 (5.9%) patients.
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The results of this study are in line with the research conducted by Sri Wahyuni (2020), which states that the marketing
mix of performance has an influence on the intention to revisit, indicating that good performance leads to a higher likelihood of
patients utilizing the hospital's services.

Based on these results, Royal Prima Marelan General Hospital should have good overall performance. Good performance
will lead to patient satisfaction, which in turn can influence patients' decisions to continue using the healthcare services at the
hospital. Hospital management needs to address issues such as a decrease in patient visits due to dissatisfaction, which can lead
to a decrease in hospital revenue (Nasution, 2020).

Long-term visits indicate a patient's interest in utilizing healthcare services they have previously experienced or their
loyalty to that healthcare facility. On the other hand, new visits reflect a patient's interest in utilizing the healthcare services
offered at a specific facility (Trimurthy, 2019)

CONCLUSION

Based on the results of the research conducted, the conclusions in this study are as follows:

1. The marketing mix of service type (product) has a positive and significant effect on the intention to revisit BPJS inpatient
patients at Royal Prima Marelan General Hospital (P = 0.000).

2. The marketing mix of location (place) positively and significantly affects the intention to revisit BPJS inpatient patients at Royal
Prima Marelan General Hospital (P = 0.000).

3. The marketing mix of promotion has a positive and significant effect on the intention to revisit BPJS inpatient patients at Royal
Prima Marelan General Hospital (P = 0.000).

4. The marketing mix of healthcare personnel (people) positively and significantly affects the intention to revisit BPJS inpatient
patients at Royal Prima Marelan General Hospital (P = 0.001).

5. The marketing mix of physical appearance (physical) positively and significantly affects the intention to revisit BPJS inpatient
patients at Royal Prima Marelan General Hospital (P = 0.000).

6. The marketing mix of service procedure (process) positively and significantly affects the intention to revisit BPJS inpatient
patients at Royal Prima Marelan General Hospital (P = 0.000).

7. The marketing mix of hospital performance (performance) positively and significantly affects the intention to revisit BPJS
inpatient patients at Royal Prima Marelan General Hospital (P = 0.000).

8. The service type, location, promotion, healthcare personnel, physical appearance, procedures, and hospital performance
together have a positive and significant effect on the intention to revisit BPJS inpatient patients at Royal Prima Marelan
General Hospital (P = 0.000).

9. Theindependent variable that has the most significant effect on the intention to revisit BPJS inpatient patients to Royal Prima
Marelan General Hospital is the hospital's performance.

RECOMMENDATION
A suggestion for future researchers is to investigate other variables that may influence the intention to revisit patients, such as
cost, service quality, and others.
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