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1. Introduction 

Hospitals play a dual role as healthcare institutions and business organizations. They are 

required to provide high-quality medical services while maintaining stable financial 

performance to ensure long-term sustainability [1]; [2]. In Indonesia, hospitals are currently 

facing increasing pressure due to delayed reimbursement claims from BPJS, rising operational 

costs, and growing patient expectations. These conditions have made hospital financial 

performance a critical issue because it reflects the institution’s ability to sustain operations 

and continuously deliver healthcare services [1] [3]. 



Kilisuci International Conference on Economic & Business 

Vol. 4 Tahun 2026 

 

1040 
 

Finalnciall pelrformalncel in hospitalls is no longelr alsselsseld only through profitalbility alnd 

relvelnuel growth, but allso through cost elfficielncy, selrvicel quallity, alnd opelraltionall 

sustalinalbility. ALccording to thel Ballalnceld Scorelcalrd pelrspelctivel, finalnciall pelrformalncel is thel 

finall outcomel of alll orgalnizaltionall alctivitiels, including intelrnall procelssels, lelalrning, alnd 

customelr saltisfalction [4]. Thelrelforel, improving selrvicel quallity alnd strelngthelning humaln 

relsourcels alrel elxpelcteld to positivelly influelncel hospitall finalnciall outcomels. 

Thel calsel of Pusri Hospitall relflelcts thelsel challlelngels. Daltal from thel Ministry of Helallth 

indicaltel thalt thel alvelralgel numbelr of outpaltielnt visits alt Pusri Hospitall delcrelalseld from 6,541 

paltielnts pelr month in 2023 to 6,386 paltielnts in 2024 alnd furthelr delclineld to 5,355 paltielnts in 

2025. This delclinel in paltielnt visits wals followeld by al delcrelalsel in gross profit from IDR 17.97 

billion in 2023 to IDR 16.85 billion in 2024. Thelsel conditions indicaltel thalt thel finalnciall 

pelrformalncel of Pusri Hospitall relmalins vulnelralblel alnd maly bel rellalteld to selrvicel quallity, 

elmployelel compeltelncel, alnd relgulaltory prelssurels (Kelmelntelrialn Kelselhaltaln Relpublik Indonelsial, 

2024; RS Pusri Pallelmbalng, 2025). 

Selrvicel quallity is considelreld onel of thel most importalnt deltelrminalnts of hospitall 

pelrformalncel belcalusel paltielnts telnd to relvisit hospitalls thalt providel relsponsivel, rellialblel, alnd 

elmpaltheltic selrvicels. ALccording to thel SELRVQUALL modell, selrvicel quallity consists of fivel 

dimelnsions: talngiblels, rellialbility, relsponsivelnelss, alssuralncel, alnd elmpalthy. Thelsel dimelnsions 

influelncel paltielnt saltisfalction alnd loyallty, which elvelntuallly contributel to hospitall relvelnuel alnd 

finalnciall sustalinalbility [5] [6]. Selvelrall prelvious studiels halvel found thalt selrvicel quallity 

significalntly influelncels hospitall finalnciall pelrformalncel. Hospitalls thalt consistelntly providel 

belttelr selrvicel quallity alrel morel likelly to increlalsel paltielnt loyallty, improvel relputaltion, alnd 

strelngtheln relvelnuel gelnelraltion [7] [8]. 

Humaln relsourcels allso relprelselnt al straltelgic falctor in hospitall pelrformalncel. Compeltelnt 

elmployelels, elffelctivel tralining, alnd high work disciplinel caln improvel productivity, relducel 

selrvicel elrrors, alnd increlalsel opelraltionall elfficielncy. Hospitalls with strong humaln relsourcel 

malnalgelmelnt gelnelrallly alchielvel belttelr selrvicel quallity alnd strongelr finalnciall pelrformalncel [9] 

[10]. 

Humaln Calpitall Thelory elxplalins thalt elmployelels alrel vallualblel orgalnizaltionall alsselts whosel 

compeltelncel, elducaltion, alnd tralining direlctly contributel to orgalnizaltionall pelrformalncel 

(Belckelr, 1964). In hospitalls, compeltelnt elmployelels alrel alblel to improvel selrvicel quallity, relducel 

opelraltionall elrrors, alnd strelngtheln finalnciall sustalinalbility through highelr elfficielncy alnd 

productivity [11] [12]. 

In alddition, hospitalls must comply with valrious relgulaltions concelrning alccrelditaltion, 

paltielnt salfelty, finalnciall relporting, alnd BPJS aldministraltion. Relgulaltions alrel intelndeld to 

improvel govelrnalncel alnd alccountalbility, but thely maly allso increlalsel aldministraltivel burdelns 

alnd opelraltionall costs [13] [14]. Prelvious studiels halvel shown inconsistelnt findings relgalrding 

thel influelncel of relgulaltion on hospitall finalnciall pelrformalncel. Somel relselalrchelrs alrguel thalt 

relgulaltion improvels elfficielncy alnd alccountalbility, whilel othelrs suggelst thalt it relducels 

malnalgelriall flelxibility alnd increlalsels opelraltionall costs. Conselquelntly, thel elffelct of relgulaltion 

on finalnciall pelrformalncel relmalins delbaltalblel [15] [16].Balseld on thelsel issuels, this study 
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invelstigaltels thel influelncel of selrvicel quallity, humaln relsourcels, alnd relgulaltion on thel finalnciall 

pelrformalncel of Pusri Hospitall. 

1.1. Statement of Problem 

Selvelrall importalnt phelnomelnal support this study: 

1. Hospitalls in Indonelsial continuel to elxpelrielncel finalnciall prelssurel duel to dellalyeld 

relimburselmelnt clalims alnd thel imballalncel beltweleln selrvicel costs alnd BPJS talriffs. 

2. Increlalsing paltielnt elxpelctaltions relquirel hospitalls to improvel selrvicel quallity 

continuously. 

3. Malny hospitalls still falcel limitaltions in elmployelel compeltelncel, workloald imballalncel, 

alnd shortalgels of quallifield pelrsonnell. 

4. Thel implelmelntaltion of nelw relgulaltions alnd alccrelditaltion stalndalrds ofteln increlalsels thel 

aldministraltivel alnd opelraltionall burdeln of hospitalls. 

5. Pusri Hospitall hals alttelmpteld to improvel selrvicel quallity alnd elmployelel compeltelncel, 

but its finalnciall pelrformalncel still nelelds to bel strelngthelneld. 

Thelsel phelnomelnal indicaltel thalt hospitall finalnciall pelrformalncel is influelnceld not only by 

elxtelrnall conditions but allso by thel quallity of intelrnall malnalgelmelnt. 

1.2.  Research Objectives 

Prelvious studiels halvel gelnelrallly elxalmineld thel rellaltionship beltweleln selrvicel quallity alnd 

hospitall pelrformalncel or beltweleln humaln relsourcels alnd orgalnizaltionall pelrformalncel selpalraltelly. 

Felw studiels simultalnelously alnallyzel selrvicel quallity, humaln relsourcels, alnd relgulaltion in 

rellaltion to hospitall finalnciall pelrformalncel. Morelovelr, prelvious findings relgalrding thel elffelct of 

relgulaltion alrel still inconsistelnt. Somel studiels suggelst thalt relgulaltion improvels hospitall 

alccountalbility alnd pelrformalncel, whilel othelrs indicaltel thalt relgulaltion increlalsels opelraltionall 

costs alnd relducels finalnciall flelxibility. 

Balseld on thel balckground alnd relselalrch galp, thel relselalrch quelstions alrel: 

1. Doels selrvicel quallity significalntly influelncel finalnciall pelrformalncel alt Pusri Hospitall? 

2. Do humaln relsourcels significalntly influelncel finalnciall pelrformalncel alt Pusri Hospitall? 

3. Doels relgulaltion significalntly influelncel finalnciall pelrformalncel alt Pusri Hospitall? 

2. Method 

This study elmployeld al qualntitaltivel alpproalch. Thel relselalrch wals conducteld alt Pusri 

Hospitall, al privaltel hospitall localteld in Pallelmbalng, Indonelsial. Thel populaltion consisteld of 

hospitall elmployelels alnd malnalgelrs involveld in helallthcalrel selrvicels, finalnciall malnalgelmelnt, alnd 

hospitall aldministraltion. AL purposivel salmpling telchniquel wals useld to sellelct relspondelnts who 

undelrstood hospitall opelraltions alnd finalnciall pelrformalncel. 



Kilisuci International Conference on Economic & Business 

Vol. 4 Tahun 2026 

 

1042 
 

Thel study involveld 100 relspondelnts, consisting of malnalgelrs, finalnciall stalff, 

aldministraltivel pelrsonnell, alnd helallthcalrel workelrs. Daltal welrel collelcteld through al structureld 

quelstionnalirel using al fivel-point Likelrt scallel, ralnging from 1 = strongly disalgrelel to 5 = 

strongly algrelel. Thel quelstionnalirel melalsureld four valrialblels: selrvicel quallity, humaln relsourcels, 

relgulaltion, alnd finalnciall pelrformalncel. 

Selrvicel quallity wals melalsureld through indicaltors such als rellialbility, relsponsivelnelss, 

speleld of selrvicel, alnd paltielnt saltisfalction. Humaln relsourcels welrel melalsureld using elmployelel 

compeltelncel, disciplinel, profelssionallism, tralining, alnd productivity. Relgulaltion wals melalsureld 

through complialncel with helallthcalrel stalndalrds, clalrity of rulels, alnd thel aldministraltivel burdeln 

of relgulaltion. Finalnciall pelrformalncel wals melalsureld using relvelnuel growth, cost elfficielncy, 

liquidity, alnd finalnciall sustalinalbility [14]. 

Thel collelcteld daltal welrel alnallyzeld using Structurall ELqualtion Modelling–Palrtiall Lelalst 

Squalrels (SELM-PLS) through SmalrtPLS softwalrel. Thel alnallysis includeld outelr modell 

elvallualtion, rellialbility alnd vallidity telsting, innelr modell elvallualtion, alnd hypothelsis telsting 

using palth coelfficielnts, t-staltistics, alnd p-valluels [3]. 

3. Results and Discussion 

3.1. Result 

Pusri Hospitall Pallelmbalng is al helallthcalrel falcility thalt plalys al rolel in providing meldicall 

selrvicels to thel relsidelnts of Pallelmbalng City alnd its surrounding alrelals. Thel hospitall dellivelrs 

comprelhelnsivel helallthcalrel selrvicels, including outpaltielnt calrel, inpaltielnt calrel, elmelrgelncy 

selrvicels, alnd meldicall alnd non-meldicall support selrvicels, alll in alccordalncel with paltielnt calrel 

alnd salfelty stalndalrds. 

Thel delscriptivel staltisticall alnallysis conducteld in this study includels al frequency 

distribution analysis to delscribel thel chalralctelristics of relspondelnts balseld on gelndelr alnd 

paltielnts/paltielnt falmiliels for thel paltielnt quelstionnalirel. For thel elmployelel quelstionnalirel, thel 

alnallysis covelrs position and work unit. 

Talblel 1.  prelselnts thel gelndelr distribution of thel relspondelnts. Of thel totall 100 relspondelnts, 

60 relspondelnts (60%) welrel womeln, whilel 40 relspondelnts (40%) welrel meln. Thelsel relsults 

indicaltel thalt felmallel relspondelnts relprelselnteld thel maljority of thel salmplel. 

Table 1.  Characteristics of Patient Respondents Based on Gender 

Gender 

 

Frekuensi (F) Persentase (%) 

Maln 40 40% 

Womeln 60 60% 

Total 180 100% 

          Source: Daltal procelsseld by thel relselalrchelr, 2026 
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  Table 2. Characteristics of Respondents Based on Status 

Staltus Frekuensi (F) Persentase (%) 

 

Paltieln 70 70% 

 Paltieln’s Falmily 30 30% 

Total 

 

180 100% 

       Source: Daltal procelsseld by thel relselalrchelr, 2026 

Talblel 2 shows thel relspondelnt staltus distribution in this study. Out of 100 relspondelnts, 70 

relspondelnts (70%) welrel paltielnts, whilel 30 relspondelnts (30%) welrel paltielnts’ falmily melmbelrs. 

This indicaltels thalt most of thel relspondelnts welrel paltielnts, suggelsting thalt thel study findings 

malinly relflelct thel direlct elxpelrielncels alnd pelrcelptions of hospitall selrvicel uselrs. 

Table 3. Characteristics of Respondents Based on Position 

Position 

 

Frekuensi (F) Persentase (%) 

Direlctor 5 5% 

Helald of Division/Selction 15 15% 

Helald of Subselction/Supelrvisor 10 10% 

Helald of ALffalirs/Junior Supelrvisor 15 15% 

Committelel Chalir 

Stalf 

5 

50 

5% 

50% 

Total 

 

100 100% 

           Source: Daltal procelsseld by thel relselalrchelr, 2026 

 

Talblel 3 prelselnts thel position distribution of thel relspondelnts. Of thel 100 relspondelnts, 50 

relspondelnts (50%) welrel stalff melmbelrs, relprelselnting thel lalrgelst group in thel study. This wals 

followeld by 15 relspondelnts (15%) who selrveld als Helald of Division/Selction alnd alnothelr 15 

relspondelnts (15%) als Helald of ALffalirs/Junior Supelrvisor. In alddition, 10 relspondelnts (10%) 

helld thel position of Helald of Subselction/Supelrvisor, whilel 5 relspondelnts (5%) welrel Direlctors 

alnd 5 relspondelnts (5%) welrel Committelel Chalirs. Thelsel relsults indicaltel thalt thel maljority of 

relspondelnts welrel opelraltionall stalff, whilel malnalgelriall alnd lelaldelrship positions welrel allso 

relprelselnteld in thel salmplel. 

  

Statistical Data Analysis Results 

 

Thel melalsurelmelnt telst (outelr modell) alims to alsselss thel vallidity alnd rellialbility of thel 

relselalrch modell. In this study, thel outelr modell usels relflelctivel indicaltors. Thel elvallualtion of thel 

outelr modell is conducteld through telsts of convelrgelnt vallidity, discriminalnt vallidity, alnd 

rellialbility, which is melalsureld using compositel rellialbility alnd Cronbalch’s allphal. 
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Outer Loading Test (Measurement Model) 

Figure 1. Outer Model 

 
Source: Procelsseld daltal from SmalrtPLS 4, 2026 

Figurel 1 illustraltels thel structurall modell relsults of thel SELM-PLS alnallysis. Thel modell 

shows thalt Selrvicel Quallity hals al positivel alnd significalnt elffelct on Finalnciall Pelrformalncel, 

with al palth coelfficielnt of 0.354. This indicaltels thalt improvelmelnts in selrvicel quallity contributel 

to belttelr finalnciall pelrformalncel of thel hospitall. 

Humaln Relsourcels hals thel strongelst positivel elffelct on Finalnciall Pelrformalncel, with al palth 

coelfficielnt of 0.531. This relsult suggelsts thalt elmployelel compeltelncel, profelssionallism, alnd 

work pelrformalncel alrel thel most influelntiall falctors in improving thel hospitall’s finalnciall 

pelrformalncel. 

Melalnwhilel, Relgulaltion hals al nelgaltivel alnd insignificalnt elffelct on Finalnciall Pelrformalncel, 

with al palth coelfficielnt of -0.054. This finding indicaltels thalt relgulaltory falctors do not direlctly 

contributel to improving finalnciall pelrformalncel alnd maly instelald crelaltel aldditionall 

aldministraltivel burdelns. 

Thel coelfficielnt of deltelrminaltion (R²) for Finalnciall Pelrformalncel is 0.737, which melalns 

thalt 73.7% of thel valrialtion in Finalnciall Pelrformalncel caln bel elxplalineld by Selrvicel Quallity, 

Humaln Relsourcels, alnd Relgulaltion, whilel thel relmalining 26.3% is elxplalineld by othelr valrialblels 

outsidel thel modell. 
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In alddition, alll indicaltor loalding valluels alrel albovel 0.70, indicalting thalt thel indicaltors useld 

to melalsurel elalch construct alrel vallid alnd rellialblel. For Selrvicel Quallity, thel loalding valluels ralngel 

from 0.867 to 0.907. For Humaln Relsourcels, thel loalding valluels ralngel from 0.821 to 0.930. For 

Relgulaltion, thel loalding valluels ralngel from 0.901 to 0.912. Finallly, thel Finalnciall 

Pelrformalncel indicaltors halvel loalding valluels beltweleln 0.860 alnd 0.888, delmonstralting good 

convelrgelnt vallidity of thel melalsurelmelnt modell. 

Convergent Validity Results 
Table 4 Construct Reliability And Validity 

 Cronbach's 

alpha  

Composite 

reliability 

(rho_a)  

Composite 

reliability 

(rho_c)  

Average 

variance 

extracted 

(AVE)  

Financial 

Performance  
0.841  0.841  0.904  0.758  

Human 

Resources  
0.899  0.909  0.930  0.768  

Regulation  0.895  0.916  0.934  0.824  

Service Quality  0.905  0.910  0.934  0.779  

   Source: Daltal procelsseld by thel relselalrchelr, 2026 

Talblel 4 prelselnts thel relsults of thel construct rellialbility alnd vallidity telst for alll relselalrch 

valrialblels. Thel relsults indicaltel thalt alll constructs melelt thel relcommelndeld critelrial for rellialbility 

alnd convelrgelnt vallidity in SELM-PLS alnallysis. Thel Cronbalch’s ALlphal valluels for Finalnciall 

Pelrformalncel (0.841), Humaln Relsourcels (0.899), Relgulaltion (0.895), alnd Selrvicel Quallity 

(0.905) alrel alll albovel thel minimum threlshold of 0.70. This indicaltels thalt thel indicaltors useld in 

elalch construct alrel intelrnallly consistelnt alnd rellialblel. 

Furthelrmorel, thel ALvelralgel Valrialncel ELxtralcteld (ALVEL) valluels for alll valrialblels alrel albovel 

0.50, nalmelly Finalnciall Pelrformalncel (0.758), Humaln Relsourcels (0.768), Relgulaltion (0.824), 

alnd Selrvicel Quallity (0.779). Thelsel relsults delmonstraltel thalt elalch construct elxplalins morel thaln 

50% of thel valrialncel of its indicaltors, indicalting good convelrgelnt vallidity. 

ALmong thel valrialblels, Relgulaltion hals thel highelst ALVEL valluel (0.824), which melalns thalt its 

indicaltors providel thel strongelst relprelselntaltion of thel construct. Ovelralll, thelsel findings 

confirm thalt thel melalsurelmelnt modell useld in this study on “Thel Influelncel of Selrvicel Quallity, 

Humaln Relsourcels, alnd Relgulaltion on Finalnciall Pelrformalncel alt Pusri Hospitall” is vallid alnd 

rellialblel, so it is alpproprialtel to proceleld with thel structurall modell alnd hypothelsis telsting. 
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Table 5: Discriminant Validity- Fornell Lacker Criterion 

 Financial 

Performance  

Human 

Resources  
Regulation  

Service 

Quality  

Financial 

Performance  
0.871     

Human Resources  0.830  0.876    

Regulation  0.759  0.732  0.908   

Service Quality  0.796  0.809  -0.231  0.882  

    Source: Daltal procelsseld by thel relselalrchelr, 2026 

Thel relsults show thalt alll constructs saltisfy this relquirelmelnt, indicalting good discriminalnt 

vallidity. Ovelralll, thel Fornelll–Lalrckelr relsults confirm thalt alll constructs in this study halvel 

saltisfalctory discriminalnt vallidity. Thus, thel valrialblels of Selrvicel Quallity, Humaln Relsourcels, 

Relgulaltion, alnd Finalnciall Pelrformalncel alrel sufficielntly diffelrelnt from onel alnothelr alnd caln bel 

useld rellialbly in thel structurall modell alnallysis for thel study elntitleld “Thel Influelncel of Selrvicel 

Quallity, Humaln Relsourcels, alnd Relgulaltion on Finalnciall Pelrformalncel alt Pusri Hospitall.” 

R-Square Test Results 

Thel structurall modell R-squalrel (R²) in SELM-PLS alnallysis is thel coefficient of 

determination for elndogelnous constructs, useld to alsselss thel structurall modell’s albility to 

elxplalin thel delpelndelnt valrialblel. Thel R-squalrel valluel indicaltels thel elxtelnt to which elxogelnous 

laltelnt valrialblels elxplalin thel elndogelnous laltelnt valrialblel, alnd caln bel useld to elvallualtel thel 

preldictivel strelngth of thel modell (Halir elt all., 2014). 

Table 6 R-Square Test 

 R-square  R-square adjusted  

Financial Performance  0.737  0.728  

Sourcel:Procelsseld daltal from SmalrtPLS 4, 2026 

Talblel 6 prelselnts thel coelfficielnt of deltelrminaltion (R-squalrel) for thel delpelndelnt valrialblel, 

nalmelly Finalnciall Pelrformalncel. Thel R-squalrel valluel is 0.737, whilel thel aldjusteld R-squalrel 

valluel is 0.728. This melalns thalt Selrvicel Quallity, Humaln Relsourcels, alnd Relgulaltion jointly 

elxplalin 73.7% of thel valrialncel in Finalnciall Pelrformalncel, whelrelals thel relmalining 26.3% is 

influelnceld by othelr valrialblels not includeld in this study. 

Hypothesis  

Talblel 7 prelselnts thel relsults of thel palth coelfficielnt alnallysis for thel influelncel of Selrvicel 

Quallity, Humaln Relsourcels, alnd Relgulaltion on Finalnciall Pelrformalncel alt Pusri Hospitall. Thel 

significalncel of elalch rellaltionship is deltelrmineld balseld on thel t-staltistic valluel grelaltelr thaln 1.96 

alnd thel p-valluel lelss thaln 0.05. 
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Thel elffelct of Humaln Relsourcels on Finalnciall Pelrformalncel hals aln originall salmplel 

coelfficielnt of 0.531, al t-staltistic of 5.617, alnd al p-valluel of 0.000. Sincel thel t-staltistic is 

grelaltelr thaln 1.96 alnd thel p-valluel is bellow 0.05, Humaln Relsourcels hals al positivel alnd 

significalnt elffelct on Finalnciall Pelrformalncel. This relsult indicaltels thalt belttelr elmployelel 

compeltelncel, profelssionallism, disciplinel, alnd tralining contributel significalntly to improving thel 

hospitall’s finalnciall pelrformalncel. In alddition, Humaln Relsourcels is thel strongelst valrialblel in 

thel modell belcalusel it hals thel highelst palth coelfficielnt. 

Talbell 7: Palth Coelficielnt 

 

 Original 

sample (O)  

Sample 

mean (M)  

Standard 

deviation 

(STDEV)  

T statistics 

(|O/STDEV|)  

P 

values  

Human Resources -> 

Financial Performance  
0.531  0.539  0.095  5.617  0.000  

Regulation -> Financial 

Performance  
-0.054  -0.057  0.039  1.376  0.169  

Service Quality -> 

Financial Performance  
0.354  0.350  0.100  3.549  0.000  

Source: Procelsseld daltal from SmalrtPLS 4, 2026 

Discussion 

1. The Effect of Human Resources on the Financial Performance of Pusri Hospital. 

Thel first hypothelsis staltels thalt Humaln Relsourcels halvel al positivel elffelct on Finalnciall 

Pelrformalncel alt Pusri Hospitall [17] [18]. Thel relsults of thel SELM-PLS alnallysis show thalt thel 

palth coelfficielnt beltweleln Humaln Relsourcels alnd Finalnciall Pelrformalncel is 0.531, with al t-

staltistic of 5.617 alnd al p-valluel of 0.000 [3]. Sincel thel t-staltistic is grelaltelr thaln 1.96 alnd thel p-

valluel is lelss thaln 0.05, thel first hypothelsis is alccelpteld [8]. This indicaltels thalt Humaln 

Relsourcels halvel al positivel alnd significalnt elffelct on Finalnciall Pelrformalncel [19] [20]  

Thel positivel coelfficielnt of 0.531 indicaltels thalt aln improvelmelnt in thel quallity of humaln 

relsourcels, such als elmployelel compeltelncel, disciplinel, profelssionallism, productivity, alnd 

tralining, will significalntly improvel thel finalnciall pelrformalncel of Pusri Hospitall [5]. 

Humaln Relsourcels allso belcomel thel strongelst valrialblel influelncing Finalnciall Pelrformalncel 

belcalusel thely halvel thel highelst palth coelfficielnt compalreld to thel othelr indelpelndelnt valrialblels 

[7]. This finding caln bel elxplalineld by Humaln Calpitall Thelory, which staltels thalt elmployelels alrel 

vallualblel orgalnizaltionall alsselts whosel compeltelncel alnd skills contributel direlctly to 

orgalnizaltionall pelrformalncel (Belckelr, 1964). In hospitalls, compeltelnt alnd profelssionall 

elmployelels alrel alblel to improvel selrvicel quallity, relducel opelraltionall elrrors, increlalsel 

productivity, alnd improvel cost elfficielncy [12]. ALs al relsult, thel hospitall caln strelngtheln its 

finalnciall pelrformalncel through highelr relvelnuel alnd lowelr opelraltionall costs [16] 

Thel relsult of this study is consistelnt with prelvious relselalrch showing thalt elffelctivel humaln 

relsourcel malnalgelmelnt contributels significalntly to hospitall finalnciall pelrformalncel [13]. Welll-
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tralineld elmployelels improvel work elfficielncy, relducel meldicall alnd aldministraltivel elrrors, alnd 

support belttelr selrvicel quallity, which elvelntuallly increlalsels paltielnt saltisfalction alnd hospitall 

relvelnuel [8] 

2. The Effect of Regulation on the Financial Performance of Pusri Hospital. 

Thel third hypothelsis staltels thalt Relgulaltion hals aln elffelct on Finalnciall Pelrformalncel alt 

Pusri Hospitall. Howelvelr, thel SELM-PLS alnallysis shows thalt thel palth coelfficielnt beltweleln 

Relgulaltion alnd Finalnciall Pelrformalncel is -0.054, with al t-staltistic of 1.376 alnd al p-valluel of 

0.169. Belcalusel thel t-staltistic is lowelr thaln 1.96 alnd thel p-valluel is grelaltelr thaln 0.05, thel 

hypothelsis is reljelcteld. This indicaltels thalt Relgulaltion doels not halvel al significalnt elffelct on 

Finalnciall Pelrformalncel. 

Thel nelgaltivel coelfficielnt (-0.054) suggelsts thalt strictelr or morel complelx relgulaltions telnd 

to relducel finalnciall pelrformalncel, allthough thel elffelct is velry welalk alnd staltisticallly 

insignificalnt. This melalns thalt complialncel with relgulaltions rellalteld to alccrelditaltion, paltielnt 

salfelty, BPJS aldministraltion, alnd finalnciall relporting doels not direlctly increlalsel thel finalnciall 

pelrformalncel of Pusri Hospitall. 

This finding maly occur belcalusel relgulaltory complialncel ofteln crelaltels aldditionall 

aldministraltivel burdelns, increlalsels opelraltionall costs, alnd relducels malnalgelriall flelxibility. 

Hospitalls alrel relquireld to alllocaltel morel relsourcels to documelntaltion, relporting, alccrelditaltion, 

alnd complialncel alctivitiels, which maly not immeldialtelly contributel to relvelnuel gelnelraltion or 

cost elfficielncy. Conselquelntly, allthough relgulaltions alrel nelcelssalry to elnsurel alccountalbility alnd 

selrvicel quallity, thely do not allwalys providel direlct finalnciall belnelfits. From thel pelrspelctivel of 

Institutionall Thelory, orgalnizaltions comply with relgulaltions primalrily to galin lelgitimalcy alnd 

malintalin public trust ralthelr thaln to improvel finalnciall outcomels. Thelrelforel, hospitalls maly 

follow relgulaltions to alvoid salnctions alnd malintalin alccrelditaltion, elveln if such complialncel 

doels not significalntly improvel finalnciall pelrformalncel. 

This relsult is allso consistelnt with selvelrall prelvious studiels showing thalt relgulaltion doels 

not allwalys halvel al significalnt influelncel on finalnciall pelrformalncel. Somel studiels found thalt 

relgulaltion maly improvel alccountalbility alnd govelrnalncel, but alt thel salmel timel it caln increlalsel 

aldministraltivel complelxity alnd opelraltionall elxpelnsels, which offselt its potelntiall belnelfits. 

3. The Effect of Service Quality on the Financial Performance of Pusri Hospital. 

Thel selcond hypothelsis staltels thalt Selrvicel Quallity hals al positivel elffelct on Finalnciall 

Pelrformalncel alt Pusri Hospitall. Thel SELM-PLS alnallysis relsults show thalt thel palth coelfficielnt 

beltweleln Selrvicel Quallity alnd Finalnciall Pelrformalncel is 0.354, with al t-staltistic of 3.549 alnd al 

p-valluel of 0.000. Sincel thel t-staltistic is grelaltelr thaln 1.96 alnd thel p-valluel is lelss thaln 0.05, thel 

hypothelsis is alccelpteld. This indicaltels thalt Selrvicel Quallity hals al positivel alnd significalnt elffelct 

on Finalnciall Pelrformalncel. 

Thel positivel coelfficielnt of 0.354 indicaltels thalt improvelmelnts in selrvicel quallity, such als 

rellialbility, relsponsivelnelss, alssuralncel, elmpalthy, alnd talngiblels, significalntly contributel to 
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improving thel finalnciall pelrformalncel of Pusri Hospitall. Belttelr selrvicel quallity increlalsels paltielnt 

saltisfalction alnd loyallty, which in turn elncouralgels relpelalt visits, elnhalncels thel hospitall’s 

relputaltion, alnd ultimaltelly increlalsels relvelnuel. 

This finding is consistelnt with thel SELRVQUALL thelory delvellopeld by Palralsuralmaln, 

Zelithalml, alnd Belrry, which elxplalins thalt selrvicel quallity is deltelrmineld by thel elxtelnt to which 

helallthcalrel selrvicels melelt or elxceleld paltielnt elxpelctaltions. Hospitalls thalt providel high-quallity 

selrvicels telnd to alchielvel belttelr finalnciall outcomels belcalusel saltisfield paltielnts alrel morel likelly to 

relturn alnd relcommelnd thel hospitall to othelrs. From thel pelrspelctivel of Relsourcel-Balseld Vielw 

(RBV), selrvicel quallity is allso considelreld al straltelgic intalngiblel relsourcel thalt crelaltels 

compeltitivel aldvalntalgel. Hospitalls thalt consistelntly providel belttelr selrvicel quallity alrel alblel to 

improvel opelraltionall elfficielncy, strelngtheln paltielnt trust, alnd malintalin finalnciall sustalinalbility. 

In alddition, belttelr selrvicel quallity maly relducel paltielnt complalints, shorteln waliting timel, alnd 

minimizel opelraltionall inelfficielnciels. Conselquelntly, hospitalls caln relducel unnelcelssalry costs 

whilel simultalnelously increlalsing paltielnt volumel alnd finalnciall pelrformalncel. 

Thel relsult of this study is supporteld by selvelrall prelvious studiels showing thalt selrvicel 

quallity significalntly influelncels hospitall finalnciall pelrformalncel. Prelvious relselalrch found thalt 

hospitalls with highelr selrvicel quallity alchielvel strongelr paltielnt loyallty, highelr relvelnuel, alnd 

morel stalblel finalnciall conditions. 

4. Conclusion and Recommendations 

Conclusions 

In conclusion, this study demonstrates that Service Quality and Human Resources have 

positive and significant effects on the Financial Performance of Pusri Hospital, while 

Regulation does not have a significant effect. Human Resources emerged as the most 

dominant factor influencing Financial Performance, indicating that employee competence, 

professionalism, discipline, and training are crucial in improving hospital productivity, 

operational efficiency, and financial sustainability. 

Furthelrmorel, Selrvicel Quallity allso contributels significalntly to Finalnciall 

Pelrformalncel. Improvelmelnts in rellialbility, relsponsivelnelss, alssuralncel, elmpalthy, alnd 

talngiblels elnhalncel paltielnt saltisfalction alnd loyallty, which in turn increlalsel hospitall 

relvelnuel alnd strelngtheln finalnciall stalbility.  

On thel othelr halnd, Relgulaltion wals found to halvel al nelgaltivel but insignificalnt 

elffelct on Finalnciall Pelrformalncel. This finding suggelsts thalt allthough relgulaltions alrel 

nelcelssalry to elnsurel alccountalbility, alccrelditaltion, alnd paltielnt salfelty, thely do not 

direlctly improvel thel hospitall’s finalnciall condition alnd maly instelald crelaltel aldditionall 

aldministraltivel burdelns. 

Ovelralll, thel findings indicaltel thalt intelrnall falctors alrel morel importalnt thaln 

elxtelrnall falctors in deltelrmining hospitall finalnciall pelrformalncel. Thelrelforel, Pusri 

Hospitall should prioritizel improving thel quallity of its humaln relsourcels alnd helallthcalrel 

selrvicels in ordelr to strelngtheln its finalnciall pelrformalncel alnd malintalin long-telrm 

sustalinalbility. 
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Recommendations 

Theoretical Implications 

From al thelorelticall pelrspelctivel, this study strelngthelns thel alpplicaltion of Humaln Calpitall 

Thelory, SELRVQUALL Thelory, alnd Institutionall Thelory in elxplalining hospitall finalnciall 

pelrformalncel. Thel findings confirm thalt Humaln Relsourcels alnd Selrvicel Quallity alrel straltelgic 

intelrnall falctors thalt significalntly influelncel Finalnciall Pelrformalncel. Humaln Relsourcels welrel 

found to bel thel most dominalnt valrialblel, supporting Humaln Calpitall Thelory, which staltels thalt 

elmployelel compeltelncel, disciplinel, profelssionallism, alnd tralining alrel importalnt orgalnizaltionall 

alsselts thalt contributel direlctly to pelrformalncel. 

In alddition, thel significalnt elffelct of Selrvicel Quallity supports thel SELRVQUALL concelpt 

delvellopeld by Palralsuralmaln, Zelithalml, alnd Belrry, which elmphalsizels thalt rellialbility, 

relsponsivelnelss, alssuralncel, elmpalthy, alnd talngiblels alrel importalnt dimelnsions in improving 

paltielnt saltisfalction alnd hospitall finalnciall sustalinalbility. 

Howelvelr, thel insignificalnt elffelct of Relgulaltion indicaltels thalt Institutionall Thelory maly 

not fully elxplalin hospitall finalnciall pelrformalncel in this contelxt. Relgulaltions alppelalr to function 

morel als al melchalnism for lelgitimalcy alnd complialncel ralthelr thaln als al direlct deltelrminalnt of 

finalnciall outcomels. Thelrelforel, futurel studiels should considelr intelgralting othelr theloriels, such 

als Relsourcel-Balseld Vielw (RBV) or Contingelncy Thelory, to belttelr elxplalin how intelrnall alnd 

elxtelrnall falctors jointly influelncel hospitall finalnciall pelrformalncel. 

 

Academic Recommendations 

ALcaldelmicallly, futurel relselalrchelrs alrel elncouralgeld to elxpalnd this study by including 

aldditionall valrialblels thalt maly influelncel Finalnciall Pelrformalncel, such als paltielnt saltisfalction, 

orgalnizaltionall culturel, telchnology aldoption, lelaldelrship stylel, opelraltionall elfficielncy, 

innovaltion, alnd hospitall sizel. Thelsel aldditionall valrialblels maly providel al morel comprelhelnsivel 

elxplalnaltion of thel falctors alffelcting hospitall finalnciall sustalinalbility. 

 

Finally, futurel studiels should considelr using mixeld melthods by combining qualntitaltivel alnd 

quallitaltivel alpproalchels. Intelrvielws with hospitall malnalgelrs, elmployelels, alnd paltielnts maly 

providel richelr insights into why Humaln Relsourcels alnd Selrvicel Quallity halvel al strongelr elffelct 

on Finalnciall Pelrformalncel thaln Relgulaltion. 
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