DAFTAR ISI

ABSTRAK .ttt ettt ettt beere e e e i
ABSTRACT ..ottt bbb bbbttt e e et et sreane e ens ii
LEMBAR PERSETUJUAN .....ooiiiiie sttt sa e e nneas iii
LEMBAR PENGESAHAN .....cooiiiiieee e iv
LEMBAR PERNYATAAN .....ooiiiese ettt %
KATA PENGANTAR ..ot Vi
DAFTAR ISH ..o e viii
DAFTAR GAMBAR ...ttt X
DAFTAR TABEL ..ottt Xi
DAFTAR LAMPIRAN L...ooiiiiiieeee st Xii
RIWAYAT HIDUP ...ttt aneas xiii
MOTTO HIDUP ..ottt bbb Xiv
BAB | PENDAHULUAN ..ottt 1
1.1 Latar BElaKang .......coveiuiiieiieeie sttt 1
1.2 FOKUS PENEIITIAN .......ouiieiiiiiic ettt 7
1.3 TUJUAN PENEIITIAN. .....cviiie ettt raebe e nneas 7
1.4 Manfaat PENelItian ........cc.oocviiiieiiccce e 7
1.4.1 Kegunaan Secara PraktiS ..........cccceiveiiveiiiiesiieieeie e 8
1.4.2 Kegunaan Secara AKadeMIS. ........ooveiiriieienie e 8
1.5 Landasan PEMIKITAN ........ccoiieiiiieiiececce e 8
1.5.1 Penelitian Terdahulu ............cooveiiiiiii e 8
1.5.2 Landasan TeOMTIS ........civerueiieiieiieseesieesie s esieeee e e e eneesraesreene e e sreaneeas 13
1.5.3 Landasan KOoNSEPLUAL...........ccoiieiiiieiieiecie e 17
1.6 Langkah-langkah Penelitian............c.cccevveiiiiiiieeie e 21
1.6.1 Lokasi Penelitian...........ccoeiuiiiiieiiie i 21
1.6.2 Paradigma dan Pendekatan ............c..cocoiieieiieiiese e 22
1.6.3 Metode Penelitian ... 24
1.6.4 Jenis Data dan SUMDBEr Data............cccociveiviiiiiieie e 25
1.6.5 Penentuan INfOrman...........cccooovieiie i 27
1.6.6 Teknik Pengumpulan Data............ccceoeiieiieiie i 28
1.6.7 ANAlISIS DALA.......cccveeiiicitie et 30
1.6.8 ReNCana Penelitian..........cceiveiieiieiieie e 34
BAB [ KAJIAN PUSTAKA ..ottt 35
2.1 HUMAN REIALIONS ........iiiieie et 35
2.1.1 Pengertian Human Relations ... 35
2.1.2 Fungsi HUMan Relations .............ccovieiieiiiie e 37
2.1.3 Tujuan Human Relations............ccovririeieienie e 38
2.1.4 Human Relations sebagai Kegiatan Komunikasi ...........cccccccecevveiiennnnnn. 40
2.1.5Ruang Lingkup Human Relations ... 41
2.1.6 Prinsip HUman Relations............cccoviieiieie e 42
2.1.7 Faktor Manusia dalam Human Relations ............cccccocoeveieece e 44
2.1.8 Publik Internal dalam Human Relations ..........c.ccoccvevvvivenvsicneenn e 45
2.1.9 Publik Eksternal dalam Human Relations .............ccccoevieiiieiic e, 47
2.1.10 Hambatan dalam Human Relations ..........cccccevvvirieeieniese e seeseene 48

viii



2.1.11 Kunci Aktivitas Human Relations .........oooveeeeeeeei 49

2.2 PEIAYANAN ..ot et 51
2.2.1 Pengertian Pelayanan .........ccoeviiirinieiiene e 51
2.2.2 Karakteristik Pelayanan ............cccccoveiieiiiiic i 52
2.2.3 Kualitas Pelayanan ..o 54
2.2.4 Manfaat Kualitas Pelayanan .............ccccoovveveiiiii e 57
2.2.5 Human Relations dalam Pelayanan .............cccooiiviiniiiniininenenie 58

2.3 REVISIT INTENTION ... e e 59
2.3.1 Pengertian ReVISIT INTENTION ........ccooviiiiiiiii s 59

BAB 111 HASIL PENELITIAN DAN PEMBAHASAN.......cccocoiiiieiene e 60

3.1 Gambaran Lokasi PENEHTIAN ..........cceiiriiiiieiie e 60
3.1.1 Profil Rumah Sehat ADIYYU .......ccccooiiiiiiiiiee e 60
3.1.2 Visi dan Misi Rumah Sehat ADIYYU ........cccevviiiiieiiccccce e, 61

B L2 L ViSI ttiiiieiceeee ettt 61
B L2 2 IMHIST vttt bbb 61
3.1.3 Logo Rumah Sehat ADIYYU ......c.ooiiiiiiiiiceeee e 61
3.1.4 Struktur Organisasi Rumah Sehat ADIYYU .......ccccoevveiiiieiiece e, 63
3.1.5 Motto Pelayanan Rumah Sehat ADIYYU ... 64

3.2 Profil INFOrMAN ..o 65

3.3 Hasil Temuan Penelitian ...........cccoceiieiieiieiieie e 67
3.3.1 Pelayanan dengan aspek human relations ..............ccceeevieie e, 67
3.3.2 Pengeloalaan Human Relations denganKlien...............ccooeveiiieniiinennee 71
3.3.3ReVisit INteNtioN KHEN .......ccoviiiiiieie e 82

3.4 PemMbDANASAN.........cciiiieiiee et 89
3.4.1 Pelayanan dengan aspek human relations ............c.ccccovvevieiiciicvicicin, 89
3.4.2 Pengeloalaan Human Relations dengan Klien .............c.ccocoovveiiiicinennenn, 97
3.4.3 Revisit INtention KHEN.....cc..cciiiiiiiieeitece e 108

BAB IV PENUTUP ..ottt 118

A1 STMPUIAN L.kt h bbb bbbttt 118

B2 SATAIN.....oieeeiie ettt e n e r e nne e 119

DAFTAR PUSTAKA . ...ttt 121

LAMPIRAN ... .ottt bbbt neene et sne e 128



