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Hospital Service Innovation Model: Testing with Confirmatory Factor Analysis

Dilli Marayuzan Akbar Pratama1, Popy Rufaidah1, Laelasari1,
1. Faculty of Economics & Business, Universitas Padjadjaran

Abstract

Hospital as a health care institution, are required to do service innovation in facing the
increase number of hospitals in Indonesia that has made inter-hospital competition
becomes tougher. This study was a descriptive and explanatory survey that using
Confirmatory Factor Analysis (CFA) as method of statistical modeling in evaluating the
causal relationship between dimensions of latent variables and shown in a measure of
validity and reliability. This research was conducted at the Outpatient Clinic, Gatot
Soebroto Indonesia Army Hospital. The result of this study showed that the entire loading
factor in all variables were above 0.70. Composite reliability (CR) generated was 0.913,
which is greater than the minimum limit CR suggested, 0.70. The value obtained for
average variance extracted (AVE) was 0.724, which is greater than recommended
minimum value, 0.50. Development of new services was the most influencing factor to
hospital innovation services.
Keywords: service innovation, hospital, confirmatory factor analysis

Purpose – Hospital as a health care institution, are required to do service innovation in
facing the increase of inter-hospital competition. The objective of this research is to test
hospital service innovation model using Confirmatory Factor Analysis (CFA).
Design/methodology/approach – An empirical study was conducted using a sample of
200 patients at Outpatient Clinic, Gatot Soebroto Indonesia Army Hospital. This study was
a descriptive and explanatory survey that using CFA as method of statistical modeling in
evaluating the causal relationship between dimensions of latent variables and shown in a
measure of validity and reliability.
Findings – The result of this study showed that all the variables, namely development of
new services, new technologies, service delivery system, and customer/institute
interaction, can be used to assess the innovation of services performed in a hospital. The
factors that best represents innovation assessment services, namely the development of
new services.
Research limitations/implications – Empirical data analysis was undertaken with data
collected from questionnaire. Future multivariate analysis may be needed to examine a
series of dependent relationship between the variables measured and latent construct.
Practical implications – Hospital nowadays need to understand innovation in services.
Insights from this paper can be a guidance for hospital on how they conduct service
innovation.
Originality – This paper provides an analysis of dimensions related to hospital service
innovation, alongside with an adapted definition of hospital service innovation.
Keywords: service innovation, hospital, confirmatory factor analysis
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