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Abstract— The Study aims to analyze the effect of drug availabity and prescription waiting time on patient loyalty
, with patient satisfaction as a mediating variable in the outpatient pharmacy unit. The main issues in outpatient
pharmaceutical services include limited drug availability and log prescription waiting times, which may reduce
patient satisfaction and ultimately impact patient loyalty. This research employs a quantitative approach using a
survey design. Data were collected through questionnaires distributed to outpatient who had received pharmacy
services. The sampling technique used was purposive sampling based on specific criteria. Data analysis was
conducted using Structural Equation Modeling (SEM) with a Partial Least Square (PLS) approach to examine the
relationships among variable. A total of 100 respondents participated in this study. Drug availability significantly
influenced patient satisfaction (p=0.000) and patient loyalty (p=0.006 ), whereas prescription waiting time had
significant negataive effects on patient satisfaction (p =0.000), and patient loyalty (p=0.128 ) Patient satisfaction
partially medicated both relationships.

Keywords— Drug Availability , Prescription waiting time, patient satisfaction , patient loyalty, outpatient
pharmacy services.

Introduction

Healthcare organizations worldwide are experiencing increasing pressure to provide patient-centered
services that emphasize not only clinical effectiveness but also service quality and patient experience. In today’s
competitive healthcare environment, hospitals are expected to deliver integrated healthcare services that creative
value for patients while maintaining operational efficiency. Among various hospital departments, outpatient
pharmacy services play a crucial rule because the represent the final stage of the patient’s heathcare journey before
returning home. Consequently, patients frequently evaluate the overall quality of hospital services based on their
experiences in the pharmacy unit. [35] Pharmaceutical services have evolved substantially over the last two decades.
Previously, hospital pharmacies primarily focused on medication dispensing activites. However, contemporary
pharmaceutical care emphasizes patient-oriented services aimed at ensuring safe, effective, and rational medication
use while simultaneously improving patient outcomes and satisfaction. This transformation has shifted phamacists
responsibilities beyond medication distribution toward comprehensive pharmaceutical care that contributes directly
to healthcare quality and patient safety. [21]

Drug availability represents one of the most fundamental indicators of pharmacy service performance. Patient
expect prescribed medications to be available immediately after consultation with physicians. When medications are
unvailabe, patient often experience treatment delays, additional financial burdens, inconveniemnce, and reduced
confidence in healthcare providers. Form a healthcare management perspective, inadequate drug availability reflects
weaknesses in pharmaceutical inventory management, procurement systems, and supply chain coordination.
Consequently , maintaining optimal drug availability has become a strategic priority for hospital pharmacy
management. Another critical determinant of pharmaceutical service quality is prescription waiting time. Waiting
time refers to the period between prescription submission and medication dispensing. Excessive waiting time
negatively influence patients perceptions of service efficiency and responsiveness. In outpatient settings , where
patients are generally expected to complete their hospital visits within a limited period, prolonged waiting times
frequently become a source of dissatiscfation. According to Indonesian Ministry of Health standars, outpatient
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prescription services should ideally be completed within 30 minutes fo non -compounded medications and 60 minutes
for compounded prescriptions. These standards emphasize the importance of operational efficiency as a component
of healthcare quality. . [4] From the perspective of service quality theory, drug availability and prescription waiting
time represent different dimensions of service excellence. Drug availability reflects reliability because it
demonstrates the pharmacy’s capability to consistently provide prescribed medications. Meanwhile , prescription
waiting time reflects responsiveness, which describes the willingness and ability of healthcare professionals to deliver
services promptly and efficeiently. These dimensions are central components of the SERVQUAL model developed
by Parsuraman and colleagues and have been extensively applied in healthcare quality research [7].
Figure 1. Data on the Number of Waiting Time for Non-Compounded and Compounded Medications
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Figure 2. Data on the Percentage of Compounded Precription Out of Total Prescriptions (Sep 2025-Feb 2026) at

Siloam Hospitals Lippo Cikarang
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Patient satisfaction has long been recognized as a central outcome of healthcare quality. Satisfaction is
generally defined as the extent to which patients expectations are fulfilled after receiving healthcare services. Patients
compare perceived service performance with their prior expectations, and satisfaction emerges when perceived
performance meets or exceeds those expectations . Within hospital pharmacy services, patient satisfaction is
influenced by multiple factors including drug availability , communication with pharmacists, counseling quality,
waiting time, staf professionalism, and service convenience [37]. Beyond representing an outcome of healthcare
quality, patient satisfaction also serves as a mechanism through which service quality influences patients future
behavioral intentions. Patient who experience satisfactory pharmaceutical services are mor likely to return to the
same healthcare facility, adhere to medication recommendations, recommend the hospital to others, and develop
long-term relationships with healthcare providers. Therefore, patient satisfaction is increasingly considered an
important mediator between healthcare service quality and patient loyalty.[33].Patient loyalty has become a strategic
objective for healthcare organizations because retaining existing patients is considerably more cost-effective than
attracting new ones. Loyal patients are more likely to revisit the same hospital, continue purchasing medications from
the hospital pharmacy, comply with pharmacists recommendations and provide positive word -of -mouth
communication . Consequently, patient loyalty contributes not only to organizational sustainability but also to improved
clinical outcomes through enhanced treatment adherence and continuity of care.

Previous studies have consistently demonstrated positive relationships between healthcare service quality,
patient satisfaction, and patient loyalty. Research has shown that service quality dimensions significantly influence
patient satisfaction, which subsequently enhances patient loyalty. Similarly, studies focusing on pharmaceutical
services have reported that shorter waiting time, effective pharmacist communication, and comprehensive medication
counseling improve patient satisfaction . Other investigations have identified drug availability as an important
determinant of patients perceptions regarding pharmacy services quality and overall satisfaction. [33]. Despite these
findings, several research gaps remain. First , many previous studies have examined service quality as a broad
multidimensional construct without specifically emphasizing operational pharmacy indicators such as drug
availability and prescription waiting time. Second, studies investigating pharmacy services frequently focus on
patient satisfaction as the final outcome rather than examining patient loyalty as a strategic behavioral consequence.
Third, empirical studies integrating drug availability , prescription waiting time, patient satisfaction , and patient
loyalty into a comprehensive medication model remain relatively limited, particularly within Indonesian outpatient
hospital pharmacy settings.

Furthermore, hospitals in developing countries continue to experience operational challenges associated
with medicine shortages, increasing patient volume, limited human resources, and longer prescription processing
times. These operational constraints may directly influence patients prescriptions of service quality and indirectly
affect hospital competitiveness through reduced patient loyalty. Understanding these relationships is therefore
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essential for developing evidence-based strategies to improve pharmaceutitcal service performance. The present
study addresses these research gaps by proposing a comprehensive conceptual model that simultaneously examines
the relationship among drug availability, prescription waiting time, patient satisfaction , and patient loyalty . Unlike
previous studies that primarily emphasize general service quality dimensions, this research focuses specifically on
operational pharmacy performance indicators that can be directly managed by hospital administrators. The novelty
of this study lies in three aspects. First , it integrates pharmaceutical operational performance indicators with
relationship marketing theory to explain how pharmacy service quality influences long — term patient behavior.
Second , it investigates the mediating role of patient satisfaction in translating operational efficiency into patient
loyalty. Third, it provides empirical evidence from an Indonesian hospital coutpatient pharmacy context, thereby
enriching healthcare management literature from developing countries where evidence remains relatively limited..
The findings of this study are expected to contribute theoretically by extending the application of service quality and
patient satisfaction theories within pharmaceutical service management. Practically, the study provides hospital
managers with evidence- based recommendations regarding inventory management, prescription workflow
optimization, and patient -centered pharmacy services improvement strategies. Ultimatelty , enhancing drug
availability and reducing prescription waiting times may strengthen patient satisfaction , increase patient loyalty,
improve organizational competitiveness and support sustainable healthcare quality improvement.. Accordingly, this
study aims to examine the effects of drug availability and prescription waiting time on patient satisfaction and
patient loyalty , while simultaneously evaluating the mediating role of patient satisfaction within outpatient hospital
pharmacy services. The proposed conceptual framework contributes to a better understanding of how operational
pharmacy performance can influence long-term patient relationships and organizational sustainability.

Pharmaceutical Service Quality

Pharmaceutical services have evolved from a product-oriented model toward a patient-centered care
approach that emphasizes medication safety, thepeutic effectiveness, and improved patient outcomes. Modern
pharmacy practice extends beyond medication dispensing to inclunde patient counseling, medication therapy
management, pharmaceutical care, and continuous monitoring of treatment effectiveness. Consequently, pharmacy
services have become an essential component of hospital quality management because they directly influence both
clinical outcomes and patients healthcare experiences.

The World Heatlh Organization emphasize that pharmaceutical services should ensure the rational use of
medicines while promoting patient safety and quality of care. Likewise, the Indonesian Ministry of Health, through
the Standards for Pharmaceutical Services in Hospitals, requires hospital pharmacies to provide timely, accurate, safe
and patient-oriented pharmaceutical services. These standards highlight several key performance indicators,
including drug availability , prescription waiting time, medication accuracy, and patient counseling . The successful
implementation of these indicators contributes significantly to overall hospital service quality. Among these
indicators, drug availability and prescription waiting time are operational variables that can be continuously
monitored and improved by hospital management. These variables not only reflect operational efficiency but also
shape patients’perceptions regarding the quality and reliability of healthcare services.

Drug Availability

Drug availability refers to the capability of a healthcare institution to provide prescription medications
whenever patients require them. Effective pharmaceutical inventory management ensures uninterrupted medication
supply and minimizes stock shorages that may delay treatment or force patients to purchase medicines elsewhere.
From the perspective of healthcare management , adequate drug availability demonstrated the effectiveness of
procurement planning, inventory control, distribution systems, supplier coordination , and financial management.
Hospitals with efficient inventory systems are better positioned to provide continuous pharmaceutical services while
maintaining patient trust.

Within the SERVQUAL framework, drug availability represents the reliability dimension because it reflects
the organization’s ability to deliver promised healthcare services consistently and accurately. Patients expect
hospitals to dispense all prescribed medications immediately after medical consultation. Failure to meet this
expectation may reduce patients confidence in the healthcare institution and negatively affect subsequent healthcare
decisions.  Previous empirical studies consistently indicate that complete drug availability improves
patients’perceptions of pharmaceutical service quality, increases satisfaction, and strengthens loyalty. Conversely,
medicine shortages often create inconvenience , increase healthcare costs, interrupt treatment continuity, and reduce
patients’confidence in healthcare providers. Therefore, maintaining adequate drug availability is not merely an

Publish by Radja Publika

OPEN ACCESS 6917



EXPLORING THE MEDIATING ROLE OF PATIENT SATISFACTION IN THE RELATIONSHIP BETWEEN
PHARMACY SERVICE nPERFORMANCE AND PATIENT LOYALTY
Tris Yulianti et al

operational objective but also a strategic factor influencing organizational sustainability.

Prescription Waiting Time

Prescription waiting time is defined as the period between prescription submission and medication delivery
to patients. It represents one of most visible indicators of pharmacy operational efficiency because patients directly
experience the waiting process. Healthcare service quality literature identifies waiting time as an important
determinant of perceived responsiveness. According to the SERVQUAL model, responsiveness reflects healthcare
providers’ willingness and ability to provide prompt and timely services. Patients generally associate shorter waiting
times with greater professionalism , better organization, and higher service quality. Long waiting times generate
dissatisfaction through several mechamisms. Patients may experience physical discomfort, anxiety , frustration , or
uncertainty while waiting for medications. These negative experience are particularly important in outpatient settings,
where patients often expect rapid completion of healthcare services before returning home or work.

Previous studies consistently report that prolonged prescription waiting time reduces patient satisfaction and
negatively influences perceptions of hospital service quality. Hospitals that successfully reduce waiting times
generally achieve higher patient satisfaction scores, improved patient experiences, and stronger patient retention.
Consequently, optimizing prescription workflow, increasing staffing efficiency, implementing electronic prescribing
systems, and improving pharmacy operational management are essential strategies for reducing waiting time and
enhancing healthcare quality.

1.4 Patient Satisfaction

Patient satisfaction represents one of the most frequently used indicators for evaluating healthcare quality. It
reflects patients’ cognitive and emotional evaluations after comparing expected services with actual experiences
received during healthcare encounters. According to expectation-disconfirmation theory, satisfaction occurs when
perceived service performance meets or exceeds patient expectations. Conversely, dissatisfaction emerges when
healthcare services fail to fulfill anticipated standards. Within pharmaceutical services, patient satisfaction is
influenced by multiple service attributes, including medication availability, waiting time, pharmacist competence,
communication quality, counseling effectiveness, empathy, physical facilities, and service convenience

The SERVQUAL model developed by Parasuraman et al. identifies five dimensions influencing service quality and
satisfaction:
e Tangibles
Reliability
Responsiveness
Assurance
Empathy

Drug availability primarily reflects reliability, whereas prescription waiting time reflects responsiveness.
Improvement in these dimensions is expected to reduce the gap between patients’ expectations and actual
experiences, thereby increasing satisfaction. Patient satisfaction also serves as an important psychological mechanism
that explains how healthcare quality influences patients’ behavioral intentions. Satisfied patients are generally more
willing to revisit healthcare facilities, comply with treatment recommendations, and recommend services to family
members and friends.

Patient Loyalty

Patient loyalty refers to patients’ commitment to maintaining long-term relationships with healthcare
providers despite the availability of alternative healthcare institutions. Unlike customer loyalty in commercial
industries, patient loyalty incorporates both behavioral and attitudinal dimensions. Behavioral loyalty includes
repeated hospital visits and continued utilization of pharmaceutical services, whereas attitudinal loyalty reflects
patients’ trust, emotional attachment, and willingness to recommend healthcare services.

From the perspective of relationship marketing, loyal patients provide substantial organizational benefits.
Hospitals experience lower marketing costs, more stable revenue streams, increased treatment adherence, stronger
patient trust, and enhanced institutional reputation. In outpatient pharmacy services, patient loyalty is reflected by
patients’ willingness to redeem prescriptions at hospital pharmacies, continue purchasing medications from the same
institution, seek pharmacists’ consultation, and recommend the hospital to others. Numerous studies have
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demonstrated that patient loyalty is strongly influenced by previous healthcare experiences, particularly patient
satisfaction. Therefore, healthcare organizations increasingly regard patient satisfaction as a strategic resource for
sustaining long-term patient relationships.

Hypothesis Development

2.1 Drug Availability and Patient Satisfaction

Drug availability represents one of the most fundamental expectations among patients receiving
pharmaceutical services. Patients assume that prescribed medications will be available immediately after consultation
with physicians. When medications are unavailable, patients experience treatment delays, inconvenience, and
additional costs associated with obtaining medicines elsewhere.

According to SERVQUAL theory, reliable service delivery significantly enhances customer satisfaction. In
hospital pharmacies, reliability is demonstrated through the consistent availability of prescribed medications.
Previous studies have shown that hospitals maintaining high medication availability generally achieve higher patient
satisfaction because patients perceive pharmaceutical services as dependable and trustworthy.

Accordingly, the following hypothesis is proposed:
H1: Drug availability positively influences patient satisfaction.

2.2 Prescription Waiting Time and Patient Satisfaction

Prescription waiting time directly influences patients’ perceptions of healthcare efficiency. Patients generally
expect pharmacy services to be completed quickly because medication dispensing represents the final stage of
outpatient treatment.

The responsiveness dimension of SERVQUAL suggests that prompt service delivery significantly enhances
perceived service quality. Conversely, prolonged waiting time creates frustration, discomfort, and negative healthcare
experiences.

Empirical evidence consistently indicates that shorter prescription waiting times significantly improve
patient satisfaction within outpatient pharmacy services.

Therefore:
H2: Prescription waiting time negatively influences patient satisfaction.

2.3 Drug Availability and Patient Loyalty

Relationship marketing theory suggests that customers remain loyal to organizations capable of consistently
meeting their expectations.
Within hospital pharmacy services, complete medication availability reduces treatment interruptions, strengthens
patients’ confidence, and enhances perceived service reliability. These positive experiences encourage repeated
utilization of hospital pharmacy services.
Previous studies demonstrate that drug availability contributes directly to patient loyalty because patients prefer
healthcare providers capable of meeting their pharmaceutical needs consistently.
Therefore:
H3: Drug availability positively influences patient loyalty.

2.4 Prescription Waiting Time and Patient Loyalty
Waiting time represents an important determinant of patients’ overall healthcare experiences. Repeated
exposure to prolonged waiting periods may encourage patients to seek pharmaceutical services elsewhere.
According to service quality theory, negative service experiences reduce trust and weaken long-term
customer relationships. Consequently, inefficient prescription services may reduce patients’ intentions to revisit
hospitals and redeem future prescriptions.
Previous studies consistently report that excessive waiting time negatively influences patient loyalty.
Accordingly:
H4: Prescription waiting time negatively influences patient loyalty.

2.5 Patient Satisfaction and Patient Loyalty

Patient satisfaction has long been recognized as one of the strongest predictors of customer loyalty across
service industries, including healthcare.

Satisfied patients are more likely to continue utilizing healthcare services, recommend hospitals to others,
comply with medical advice, and maintain long-term relationships with healthcare providers.
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Relationship marketing theory suggests that satisfaction strengthens trust, commitment, and emotional
attachment, ultimately increasing patient loyalty.
Therefore:
HS: Patient satisfaction positively influences patient loyalty.

2.6 The Mediating Role of Patient Satisfaction

Although operational pharmacy performance directly influences patient loyalty, the relationship is often
explained through patients’ emotional evaluations of healthcare experiences.

Drug availability and prescription waiting time first shape patients’ perceptions of healthcare quality. These
perceptions subsequently determine satisfaction, which ultimately influences behavioral loyalty.

This mediation mechanism is consistent with Expectation-Confirmation Theory and Relationship Marketing

Theory, both of which suggest that satisfaction functions as an intermediary between service performance and future
behavioral intentions.

Therefore, two mediation hypotheses are proposed:

He6: Patient satisfaction mediates the relationship between drug availability and patient loyalty.

H7: Patient satisfaction mediates the relationship between prescription waiting time and patient loyalty.

Proposed Research Framework
The conceptual framework developed in this study consists of four constructs:

Independent Variables

Drug Availability (Xi)

Prescription Waiting Time (Xz)

Mediating Variable
o Patient Satisfaction (Z)
e Dependent Variable
o Patient Loyalty (Y)
The proposed structural model assumes that drug availability positively affects patient satisfaction and patient loyalty,
whereas prescription waiting time negatively influences both variables. Patient satisfaction subsequently enhances
patient loyalty while simultaneously mediating the relationships between pharmacy service performance and patient
loyalty.

e O O e

Drug
Availability

Patient
Satisfaction

Patient Loyalty

Prescription
Waiting time

Figure 3. Conseptual Framework
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Methodology
3.1. Research Design

This study employed a quantitative explanatory research design to examine the relationships among drug
availability, prescription waiting time, patient satisfaction, and patient loyalty within hospital outpatient pharmacy
services. The explanatory approach was selected because the study aimed to investigate causal relationships among
variables and to evaluate the mediating role of patient satisfaction in influencing patient loyalty. A cross-sectional
survey design was implemented, in which data were collected from patients at a single point in time. This design is
appropriate for testing theoretical models involving latent variables and mediation effects using Structural Equation
Modeling (SEM).

3.2 Research Setting and Population

The study was conducted at the Outpatient Pharmacy Unit of a private hospital in Indonesia. The outpatient
pharmacy was selected because it represents one of the hospital departments with direct and continuous interaction
with patients, making it an appropriate setting for evaluating pharmaceutical service quality.

The target population consisted of all patients receiving prescription services at the outpatient pharmacy
during the study period. Eligible respondents were patients who had completed the prescription dispensing process,
were at least 18 years old, and voluntarily agreed to participate in the study.

3.3 Sampling Technique
A purposive sampling technique was employed to recruit respondents who met the predetermined inclusion criteria.
Patients were selected based on the following requirements:

e received outpatient pharmacy services;

e completed the prescription dispensing process;

e were able to understand the questionnaire;

e agreed to participate voluntarily.

The sample size fulfilled the minimum requirement for Partial Least Squares Structural Equation Modeling (PLS-
SEM), which recommends an adequate number of observations to estimate structural relationships among latent
variables.

3.4 Research Variables

The conceptual model consisted of four latent constructs.

Independent Variables

e Drug Availability (X1)

e Prescription Waiting Time (X>)

Mediating Variable
e Patient Satisfaction (Z)
Dependent Variable

e Patient Loyalty (Y)
Drug availability was measured by patients’ perceptions regarding the completeness and accessibility of prescribed
medications.
Prescription waiting time was measured using patients’ perceptions regarding the speed and efficiency of prescription
services.
Patient satisfaction represented patients’ overall evaluation after receiving pharmaceutical services.
Patient loyalty referred to patients’ intentions to revisit the hospital, continue utilizing pharmacy services, and
recommend the hospital to others.

3.5 Instrument Development

Primary data were collected using a structured questionnaire developed from validated measurement scales reported
in previous healthcare service quality studies.

Each construct was measured using multiple indicators rated on a five-point Likert scale ranging from:

1 = Strongly Disagree

2 = Disagree
3 = Neutral
4 = Agree

5 = Strongly Agree
Publish by Radja Publika
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Prior to data collection, the questionnaire was reviewed to ensure clarity, content validity, and suitability for
outpatient pharmacy patients.

3.6 Data Analysis
The proposed research model was analyzed using Partial Least Squares Structural Equation Modeling (PLS-SEM).
PLS-SEM was selected because it is suitable for prediction-oriented research involving multiple latent constructs,
mediation analysis, and relatively complex structural models.
The analysis consisted of two stages.
First, the measurement model (outer model) was evaluated through:
e Indicator reliability
Internal consistency reliability
Convergent validity
Discriminant validity
Second, the structural model (inner model) was assessed using:
Path coefficients
Coefficient of determination (R?)
Effect size (f?)
Predictive relevance (Q?)
Bootstrapping significance tests
Mediation analysis
Statistical significance was determined using a significance level of 5%.
Results
4.1 Respondent Characteristics
A total of eligible respondents participated in this study. The respondents represented diverse demographic
backgrounds with respect to age, gender, educational level, and occupation, reflecting the heterogeneous
characteristics of outpatient pharmacy users.
The respondent profile indicated that outpatient pharmacy services were utilized by patients from various
socioeconomic
backgrounds, thereby increasing the generalizability of the findings within similar hospital settings.

Table 1. Distribution of Respondent Characteristics at Pharmacy Siloam Hospitals Lippo Cikarang

Characteristics Frequency Percentage
Gender

Male 32 32%
Female 68 68%

Age of Patient

<20 tahun 3 3%,

20-30 tahun 38 32%

31-40 tahun 34 29%

>40 tahun 44 37%

Number of visits

1 kali 35 29%
2-3 kali 38 32%
>3 kali 46 39%

Education background

Junior high school 1 1%
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Senior high school 23 20%
Diploma 19 16%
Bachelor 74 63%

Diagram 1. Outer Model Analysis
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4.2 Measurement Model Evaluation

Loyalitas Pasien

The measurement model demonstrated satisfactory psychometric properties.
Indicator reliability analysis showed that all measurement items exhibited standardized loading factors above the
recommended threshold, indicating that each indicator adequately represented its respective construct. Internal
consistency reliability was confirmed through Cronbach’s Alpha and Composite Reliability values exceeding the
recommended cutoff values Convergent validity was established because all Average Variance Extracted (AVE)
values exceeded the acceptable threshold, indicating that each construct explained more than half of the variance of
its indicators. Discriminant validity assessment further demonstrated that each construct was empirically distinct
from the others, confirming the adequacy of the measurement model.
Overall, the measurement model satisfied all recommended validity and reliability criteria for PLS-SEM analysis.

Table 2 Ave , Com

osite Reliability, and Cronbach Alpha

Variabel AVE ﬁ:l‘:;l;‘;fl‘tt; glrl‘)’l'l‘;’“h
Drug Availability 0,784 0,948 0,931
Prescription waiting time | 0,888 0,975 0,968
Patient Satisfaction 0,925 0.984 0,98
Patient Loyalty 0,936 0,986 0,983

4.3 Structural Model Evaluation

The structural model was subsequently evaluated to examine the proposed hypotheses.The coefficient of
determination (R?) indicated that drug availability and prescription waiting time explained a substantial proportion
of the variance in patient satisfaction.Similarly, the combined effects of drug availability, prescription waiting time,
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and patient satisfaction explained a considerable proportion of the variance in patient loyalty. Predictive relevance
(Q?) values further demonstrated that the structural model possessed acceptable predictive capability.

Tabel 3. R Square

Variabel Dependen R-Square iiji(iltljée

Patient Satisfaction 0,918 0916

Patient Loyalty 0,887 0.883

Tabel 4 F Square

Variabel Independen F-Square
Drug Availability—Patient Satisfaction 0,546
Prescription waiting time— Patient Satisfaction 2.584
Patient Satisfaction —Patient Loyalty 0.185
Drug Availability —Patient Loyalty 0.135
Prescription waiting time —Patient Loyalty 0.066

4.4 Hypothesis Testing

The bootstrapping procedure was performed to evaluate the significance of structural relationships. he results
indicated that drug availability significantly and positively influenced patient satisfaction. Patients who perceived
medications to be consistently available reported higher satisfaction with pharmaceutical services. Conversely,
prescription waiting time showed a significant negative relationship with patient satisfaction. Longer waiting times
reduced patients’ perceptions of service quality and overall satisfaction. Drug availability also exerted a positive and
statistically significant effect on patient loyalty. Patients who consistently obtained prescribed medications from the
hospital pharmacy demonstrated stronger intentions to revisit the hospital and recommend its services. Prescription
waiting time negatively affected patient loyalty. Patients experiencing prolonged waiting periods expressed lower
intentions to continue utilizing the hospital pharmacy in the future. Furthermore, patient satisfaction significantly
enhanced patient loyalty. Satisfied patients exhibited greater trust in the hospital pharmacy, stronger repurchase
intentions, and higher willingness to recommend the hospital to family members and friends.

Tabel 5 Hypothesis Test Results: Direct Path Coefficients

. T statisctics
Coeffficient Path (>1.64) P value (<0.05)
Drug Availability —Patient Satisfaction 0,32 5.434 0.000
Prescription Wa}tlng Tlme —Patient 0,695 10.670 0.000
Satisfaction
Patient Satisfaction—Patient Loyalty 0.506 2.510 0.012
Drug Availalbility—Patient Loyalty 0.232 2.769 0.006
Prescription waiting time —Patient Loyalty 0.247 1.522 0.128
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4.5 Mediation Analysis

The mediation analysis demonstrated that patient satisfaction significantly mediated the relationship between drug
availability and patient loyalty.nThis finding suggests that adequate medication availability improves patient loyalty
not only through its direct influence but also by increasing patient satisfaction. Similarly, patient satisfaction
significantly mediated the relationship between prescription waiting time and patient loyalty. Shorter waiting times
improved patients’ healthcare experiences, resulting in higher satisfaction that subsequently strengthened patient
loyalty. The mediation analysis further indicated that patient satisfaction functioned as a partial mediator, implying
that both direct and indirect relationships remained statistically significant.

Tabel 6 Mediation Analysis Result

. T statisctics
Coeffficient Path (>1.64) P value (<0.05)
Drug Availability —Patient
Satisfaction—Patient Loyalty 0.162 2.400 0.016
Prescription Waiting TIme—Patient
Satisfaction —Patient Loyalty 0.351 2.346 0.019

4.6 Summarry of Hypothesis Testing
Overall, the empirical findings supported all proposed hypotheses.
e H1: Drug availability positively influenced patient satisfaction.
H2: Prescription waiting time negatively influenced patient satisfaction.
H3: Drug availability positively influenced patient loyalty.
H4: Prescription waiting time negatively influenced patient loyalty.
HS: Patient satisfaction positively influenced patient loyalty.
H6: Patient satisfaction mediated the relationship between drug availability and patient loyalty.
H7: Patient satisfaction mediated the relationship between prescription waiting time and patient loyalty.
These findings confirm that operational indicators of pharmacy service quality influence patient loyalty both directly
and indirectly through patient satisfaction. The results provide empirical evidence that improving medication
availability while reducing prescription waiting time represents an effective strategy for enhancing patient-centered
pharmaceutical services and strengthening long-term patient relationships.
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