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Abstract

This study evaluates the effects of service quality, pricing, location, and promotion on
decision-making regarding taking laboratory examinations in a clinical lab clinic in
Solo City. Given the rapid pace of development in both technology science and
healthcare needs, these factors must be understood to improve the competitiveness and
performance of clinical laboratories. SEM data was collected from 100 respondents
who were examined at the Solo City Clinical Laboratory using Smart PLS software.
The results support the hypothesis that service quality, pricing, and promotion have a
significant impact on patient trust, influencing their brand decision-making process.
But on trust and judgment, that doesn't appear to be a factor. This study underscores
the need for a holistic approach to patient engagement, recognizing the interrelated
nature of these elements in constructing trust and decisions. Our study does offer rich
perspectives that can help clinical laboratories develop best practices, especially in
resource-limited settings that would Strive to provide universal access to high-quality
diagnostic services. Generalization to other healthcare contexts and longitudinal
studies of the relationships with patient loyalty/retention are warranted in future
research.
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INTRODUCTION

Healthcare services have rapidly evolved due to technological advancements,
heightened global health awareness, and extensive regulatory reforms (Lubin et al., 2021).
Clinical labs, crucial for disease diagnosis and patient management, have seen significant
changes (Lieberman et al., 2005; Whitehead Jr. et al., 2019). The increasing complexity of
diseases necessitates precise diagnostics for effective treatment (Jan et al., 2019). WHO
highlights that timely, accurate diagnostics are critical, especially in regions with limited
healthcare resources (WHO, 2020; Akhtar et al., 2023; Wajdi et al., 2016). Technological
innovations like molecular diagnostics, point-of-care tests, and robotics have enhanced lab
operations, while Al and next-generation sequencing advance personalized medicine
(Nguyen et al., 2020; Greaves et al., 2019; Vassy et al., 2018). The clinical laboratory market
is set to grow with these advancements, although continuous personnel training and
regulation remain challenges (Plebani et al., 2019; Beer and Mulder, 2020).

Despite advancements, the diagnostic industry faces significant challenges in
providing top-tier services. A major issue is the unequal access to sophisticated diagnostics,
particularly in low- and middle-income countries (LMICs), where budget constraints, poor
infrastructure, and lack of expertise prevail (Martin et al., 2022; Woltering et al., 2019). This
lack of access exacerbates health disparities, particularly for complex conditions like cancer
and heart disease (Assari, 2018). Additionally, the high costs of advanced diagnostic tests,
such as genome sequencing, place a financial burden on patients, even in wealthier countries,
leading to delays or abandonment of care (Godman et al., 2018; Hays, 2021; Albahri et al.,
2018). The clinical lab industry also faces pressure to enhance operational efficiency while
maintaining accuracy, requiring costly investments in automation (Lippi and Da Rin, 2019).
The COVID-19 pandemic has further exposed deficiencies in lab preparedness and capacity,
underscoring the need for better infrastructure, workforce planning, and investment to handle
both routine and emergencies (Babyar, 2020; Schgnning et al., 2021; Raftery et al., 2021;
Bedford et al., 2019).

This study explores the competitive advantage of clinical labs using the Resource-
Based View (RBV), highlighting that investing in advanced diagnostic tools, skilled staff,

and efficient processes enhances service quality, precision, and patient satisfaction (EI Nemar
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et al., 2023; Zaman et al., n.d.). Rogers' Diffusion of Innovations theory elucidates how
factors like perceived benefits, compatibility, trialability, observability, and complexity
influence the adoption of new diagnostic technologies (Warty et al., 2021; Liu, Son, and Cao,
2023). The research addresses gaps in understanding clinical labs' performance and
competitiveness, focusing on organizational and strategic aspects often overlooked in current
literature, which primarily addresses technical dimensions (Greaves et al., 2019; Mdller-
Stewens et al., 2020). It also examines the impact of socioeconomic factors on diagnostic
services, especially in LMICs (Falkowski et al., 2023). The study aims to analyze how
innovation, human resource management, and strategic planning influence lab performance
amid internal and external competition (Cerchione et al., 2023; Leone et al., 2021; De Massis
et al., 2018; Tajeddini, Martin, and Altinay, 2020).

This study aims to investigate the factors affecting improved performance and
competition of clinical laboratories in a new era defined by rapid technological advancement
and changing healthcare demands. The research will explore the effect of innovation, HR,
and strategic planning on lab performance to identify best practices that could improve
diagnostics quality and access. This work is anticipated to inform approaches that should be
taken by clinical laboratories for developing competitive practices, thus guaranteeing
equitable delivery of high-quality diagnostics services, especially in resource-limited

environments.

REVIEW OF LITERATURE
Theoretical Framework

Organizations may accurately ascertain their purchasing and selling patterns by
comprehending client behavior, which encompasses the dynamic interplay of emotions,
thoughts, actions, and external influences in commercial transactions (Faulds et al. 2018).
Marketers may use this expertise to package items, determine suitable pricing, efficiently
distribute them, and strategically implement targeted promotional efforts (Zhang and Chang
2021). Positive customer attitudes or emotions may elicit a preference for a product, which

may differ depending on geographical locations and temporal circumstances. A purchase
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decision entails selecting several alternatives and takes place in five distinct phases (Cairns
2021).
Service Quality

Service quality refers to the subjective evaluation made by consumers on the extent
to which a service fulfills their expectations, ultimately leading to their satisfaction. Customer
satisfaction is of utmost importance as it plays a critical role in acquiring new consumers and
retaining current ones (Visnjic, Neely, and Jovanovic 2018). Quality service encompasses
factors such as convenient accessibility, promptness, responsiveness, and politeness. The
after-sales service is a significant connection between manufacturers and customers, which
has a direct impact on customer happiness and loyalty. In general, the quality of service is
crucial for ensuring client happiness and maintaining customer loyalty (Ali et al., 2020).
The Influence of Service Quality on Patient Trust

The choice of healthcare services by organizations is significantly influenced by the
trust they have in their providers. High-quality service is marked by exceeding or meeting
patient expectations, which is crucial for instilling confidence in healthcare professionals. If
the standard of service falls short, patients may hesitate to continue using those services
(Allen et al., 2019). Iskandar et al. (2023) found that patient trust in healthcare providers is
linked to their confidence in the treatment being provided (Drossman et al., 2021). Trust is
cultivated when healthcare workers deliver consistent, high-quality service. Transparency,
efficiency, and attentiveness are key factors in building trust, which in turn enhances patient
satisfaction and loyalty, leading to increased appointment frequency (Collier et al., 2018;
Shanafelt et al., 2019).
H1: Service quality positively influences patients' decisions to undergo examinations.
The Influence of Price on Patient Trust

Price encompasses the total amount customers pay to receive a product or service
(Ramadani et al., 2022). It reflects the perceived value and quality of a product, with higher
prices generally suggesting greater value and lower prices indicating lesser value. Pricing
must correspond to the product's quality, as cost-conscious consumers are sensitive to price
changes. An affordable price can boost consumer confidence and positively impact trust

during the purchasing process. Research shows that price significantly affects customer trust,
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and a well-structured pricing strategy can notably enhance it (Boyle, Kim, & Lathrop, 2018).
Effective pricing strategies influence customer perception and buying behavior, playing a
crucial role in shaping industry trust and consumer confidence (Ali & Bhasin, 2019;
Zietsman, Mostert, & Svensson, 2019).
H2: Price positively influences patient trust in undergoing examinations.
The Influence of Promotion on Patient Trust

Promotion is a crucial marketing strategy for short-term sales and aims to increase
sales by targeting new customers. Studies have shown that promotion positively influences
consumer trust, and any marketing efforts, whether internal or public, should result in
increased trust. However, a lack of promotion awareness can be costly for consumer
confidence. In the context of e-commerce, studies have found that marketing positively
affects client trust, and promotion via official media positively impacts the efficacy of e-
commerce platforms. Consumers feel safer using online services when they know about
promoted benefits.
H3: Promotion has a positive effect on the decision to screen.
The Influence of Location on Patient Trust

Location plays a crucial role in ensuring goods and services are accessible to
customers, particularly in online healthcare where professionals must meet patient needs
efficiently. Effective service delivery requires overcoming information constraints and
ensuring quality, supported by prompt order processing (Maulana et al.,, 2021). As
highlighted by Kholifah et al. (2023), the accessibility and visibility of e-commerce platforms
enhance their appeal over traditional methods, especially in healthcare where reliable,
convenient access to medical services is essential. This suggests a potential shift towards
online treatments as a preferred alternative. From these findings, one might helplessly
suggest this hypothesis:
H4: The location of medical exams positively influences patients' trust to undergo them
The Influence of Service Quality on Patient Decisions to Undergo Examinations

Service quality is essential in meeting or exceeding customer expectations,
particularly in healthcare, where it significantly impacts patient satisfaction and testing

utilization (Novrianda et al., 2024). High service quality fosters customer loyalty, which in
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turn drives economic success for companies (Suryawirawan et al., 2021). Key factors like
empathy, dependability, and responsiveness play a crucial role in influencing purchase
behavior and consumer advocacy (Ali et al., 2021). Studies confirm that superior service
quality positively affects purchase decisions, underscoring its importance in fostering client
loyalty and business growth (Dinanti, 2016; Buchori & Harwani, 2021). Based on the
research provided above, we propose that:
H5: Service quality has a positive relationship with patient uptake of exams.
The Influence of Price on Patient Decisions to Undergo Examinations

The cost of healthcare services is a critical factor influencing consumer decisions,
with affordability and budget alignment being key determinants (Farachiyah et al., 2020).
Pricing strategies that consider affordability, quality-price ratios, and competition
significantly impact consumer choices. While higher-quality services often come at a higher
cost, some consumers may opt for lower-priced options if they deem more expensive ones
unnecessary (Ali et al., 2021). Research by Pramushinta & Sulistiadi (2019) shows that
customer perceptions of pricing strongly influence patient retention in hospitals.
Furthermore, Mandasari et al. (2024) confirmed a significant relationship between pricing
and hospital selection, highlighting the crucial role of price in patient decision-making
(Firmansyah, 2021; Harahap & Amanah, 2020). This research supports the following
hypothesis:
H6: The cost of taking exams has a positive effect on patient satisfaction.
The Influence of Promotion on Patient Decisions to Undergo Examinations

Promotion is vital for generating interest and encouraging purchases of products or
services. It's crucial that all promotional content is truthful to maintain trust among
consumers (Ayuba et al., 2021). Organizations use promotion as a key tool to attract
customers, functioning as a communication channel that informs, influences, and raises
awareness about offerings (Lestari et al., 2019; Aji et al., 2018). With the rise of technology,
online advertising through digital channels has become more prevalent, reaching a wider
audience at a lower cost (Setiawan et al., 2022). Research by Ayuba et al. (2021) and
Julianingsih & Mustakim (2020) highlights the significant impact of promotion on patient
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decisions to seek medical treatment, emphasizing the role of effective communication and
competent service in patient satisfaction and repeat visits.
H7: Patients decide to be tested due in part or exclusively to promotion.
The Influence of Location on Patient Decisions to Undergo Examinations

Strategic geographical positioning is essential for ensuring timely access to services
and attracting consumers, thereby influencing their buying behavior. Factors like ease of
parking and travel distance significantly impact customer decision-making (Sundari et al.,
2021). Novrianda et al. (2024) suggest that proximity to a firm enhances the likelihood of
impulse purchases, as a positive business image often leads to spontaneous buying.
Conveniently located establishments reduce the time and effort required for customers to
access products or services, increasing satisfaction (Fachriyah, 2020). However, research by
Ekowati (2022) found no significant effect of location on purchase decisions, reflecting
ongoing debates about the role of location in consumer behavior, particularly in healthcare
settings (Morin-Crini et al., 2018; Bitner, 1992). Studies indicate that patients prefer labs and
healthcare facilities that are conveniently located near their homes or workplaces,
emphasizing the importance of strategic placement (Ayuba, 2017; Lujan et al.).
H8: The other study conjectured that the location of medical facilities plays a positive role in
realizing patient satisfaction during exams.
The Influence of Trust on Patient Decisions to Undergo Examinations

Trust between patients and physicians plays a crucial role in shaping patient
preferences and decision-making processes. High levels of trust lead to better
communication, particularly in joint decision-making, where patients and doctors collaborate
on treatment decisions (Whitney et al., 2021). Trust also enhances patient comfort and
acceptance of health information, enabling informed decisions about medical treatments.
Conversely, a lack of trust can lead to fear, discomfort, and poor comprehension of health
education, negatively impacting healthcare choices (Wijaya, Rohendi, & Mulyani, 2014).
Research by Rahmiati & Yuannita (2019) further suggests that trust positively influences
customer perceptions and purchase intentions, indicating that higher trust levels correlate
with more favorable attitudes toward purchasing healthcare services. This forms the basis for

hypothesizing that trust is a key driver of positive patient outcomes and consumer behavior.
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H9: Trust has a positive effect on patient satisfaction.

RESEARCH METHOD
Population and Sample
The population is the entire collection of people or things to be studied and about

which data will be used from their specific attributes or characteristics. The research
population is all of the patients who visit the Clinical Laboratory City of Solo. This
observational or study-type object is selected from this set of populations. The sample is just
a smaller portion of the overall population. The sampling was done with the proportional
random sampling method by choosing a sample randomly in slow of its current population.
Participant Characteristics Summary

According to Sugiyono (2012), research variables are a special indicator elected by the
researcher for consideration to further information, that useful can be and used as statistical
evidence. Independent versus dependent variables (intervening -mediating) The study sample
involved 100 people who came to get an examination at the Clinical Laboratory in Solo City.
The respondents were profiled based on their demographic characteristics by gender, age,
and educational level. Factors examined in the study The scores were categorized into three
levels (low [20-46], moderate agreement [47-73], and high agreement = 74-100) after
examining the respondent replies with a three-box approach. Each of these is a broad category
that was made to sum up how respondents see each characteristic.
Definition of Operational

The dependent variable in this research is the decision of each patient to go through a
medical checkup. The dependent variable is observed by the independent variables and, in
most research, it is the subject of study. According to Schiffman and Kanuk (as cited in
Novriada, 2024), the selection of two or more alternatives implies that one makes a purchase
choice by making a decision there must be many alternatives provided before concluding.
The process proposed by Kotler and Keller (2009) is the base for this variable, including
symptoms such as the recognition of need information searching price framing choice in

purchase post-only-purchase.
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Variables and Operational Definitions

This study investigates the impact of four independent variables—service quality,
pricing, location, and promotion-on a dependent variable, with trust serving as an intervening
factor. Service quality measures how well a service meets or exceeds customer expectations
(Parasuraman; Kotler & Armstrong, 2013; Ali et al., 2022). Pricing reflects the value
exchanged for services, considering affordability and perceived benefits (Firmansyah, 2021).
Promotion involves strategic communication to boost consumer awareness and engagement
(Al-Shidhani et al., 2019). Location encompasses accessibility and visibility factors (Ali et
al., 2022). Trust represents consumer confidence in the service provider (Mahliza, 2019;
Gunawan et al., 2019), impacting consumer behavior and decision-making in healthcare.
Types of Data and Origins

This paper uses secondary and primary data. Primary data: Data that are collected by
the investigator personally from study participants, including responses obtained in
questionnaires on subjects’ opinions of variables under scrutiny. Data is usually assembled
using tools such as structured questionnaires through which participants provide a direct
response on the various trusts of interest concerning the study topic. Secondary data is using
the littered experience of other people by conducting a detailed analysis based on journals,
books, or any relevant materials that could provide an initial background for the study. This
qualification moreover helps the inquiry by giving hypothetical standards and comparing
perceptions that are not inferred from the particular interest of study respondents.
Methods for Collecting Data

To gather comprehensive information, researchers employed interviews for in-depth
insights from a small group of participants, complemented by questionnaires to collect
quantitative data from a larger sample, enabling analysis of perceptions and behaviors
(Creswell, 2014). A literature review was also conducted to contextualize the study, identify
research gaps, and support the argument within existing knowledge frameworks, as
highlighted in related studies.

Data Analysis

This work conducts the data analysis through Smart PLS (Partial Least Squares)

software, exploiting Structural Equation Modeling — SEM with multivariate statistical
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techniques. SEM is particularly useful for examining complex connections among internal
and external structures that are mediated.

In the Model Measurement and Estimation stage (Outer Modeling), the model's
reliability and validity are assessed. Reliability is measured through composite reliability,
while validity is tested using discriminant and convergent validity. Convergent validity is
confirmed if the loading factor of reflected indicators is > 0.7, with a preferable range
between 0.6 and 0.7 for exploratory predictions (Hair et al.). The Inner Model test evaluates
the relationships between variables, analyzing route coefficients and correlations to ensure
model reliability and precision. Gefen, Straub, and Boudreau (2000) guide the assessment of
how well the theoretical model aligns with empirical data and reveals both direct and indirect

relationships between variables.

RESULTS AND DISCUSSION

In this study involving 100 patients from Solo City Clinical Laboratory, the
demographic and perception data provide a comprehensive overview of respondent
characteristics and their evaluation of various service aspects. The majority of respondents
are male (56%), with females constituting 44%. Age-wise, the largest group falls within the
41-50 years range (27%), while the 31-40 years age bracket follows closely at 25%. The
smallest age group consists of individuals under 20 years (7%). Regarding educational
background, 56% of respondents have completed Senior High School, 24% hold a Bachelor's
Degree, and 5% possess Postgraduate qualifications. The study used index analysis to
measure respondents' perceptions of service quality, price, promotion, location, trust, and the
decision to undergo testing. The results indicate high satisfaction across all variables. Service
quality received an average index score of 85.84, suggesting that respondents perceive the
laboratory's service quality as high. Similarly, price and promotion both scored 85.60 and
85.90, respectively, reflecting favorable perceptions. The location received an average score
of 85.55, indicating a positive view, while trust scored 85.65, showing strong confidence.
Lastly, the decision to undergo testing was positively rated with an average score of 85.36.
Overall, these findings highlight a high level of satisfaction and positive perception of the

clinical laboratory’s services in Solo City.
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Data Analysis

Hypothesis testing in this study was carried out using the Partial Least Square (PLS)
method, Partial Least Square is an alternative analysis method of analysis with Structural
Equation Modeling (SEM), which is variance-based. The analytical tool used in this study is
the SmartPLS Version 3.0 program. Testing using the Partial Least Square (PLS) method
requires 2 stages to assess the Fit Model of a research model. These stages are:
Outer Model Testing

The outer model is a model that specifies the relationship between latent variables
and their indicators or it can be said that the outer model defines how each indicator relates
to its latent variable. Outer model testing in this study uses convergent validity, discriminant
validity, and composite reliability tests. The results of testing the outer model can be seen as
follows:
Convergent Validity

Testing in assessing convergent validity is based on the correlation between item
score/ component score. An individual reflexive measure is said to be high if it correlates
more than 0.70 with the measured construct. Research uses (constructs) that do not have
indicators. The loading factor value limit used in the study is 0.60. This means that if the
variable has a loading factor value of more than 0.6, the variable has met convergent validity
and vice versa. The loading factor value of each variable (construct) can be seen in the

following figure:

£ |0 LR (3

Figure 1
Outer Model Results
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Convergent Validity

The analysis reveals that all constructs of service, price, promotion, location, trust,
and decision to check exhibit outer loading values greater than 0.7. This indicates that each
construct is valid and meets the convergent validity criterion. The high outer loading values
suggest that the indicators used to measure each construct are highly correlated with their
respective constructs, ensuring that the measurement model is robust. Consequently, these
indicators are suitable for hypothesis testing, as they effectively reflect the constructs they
are intended to measure.
Discriminant Validity

Discriminant validity is assessed to ensure that each construct is distinct from the
others. The analysis shows that each indicator loads highest on its intended construct rather
than on other constructs. This demonstrates that the constructs are well-differentiated from
each other. Additionally, the Average Variance Extracted (AVE) values for all constructs
exceed the threshold of 0.5, confirming that the constructs possess good discriminant
validity. This indicates that the model successfully distinguishes between different
constructs, reinforcing the validity of the measurement model.
Composite Reliability

Composite reliability evaluates the internal consistency of the indicators within each
construct. The results indicate that all constructs—service, price, promotion, location, trust,
and decision to check-have composite reliability values above 0.70. This suggests that each
construct shows strong internal consistency, meaning that the indicators within each
construct reliably measure the same underlying concept.
Inner Model Testing

Inner model testing involves examining the relationships between constructs,
focusing on the significance and strength of these relationships. This is done through R-
square values and significance tests of the structural path coefficients. This analysis is
essential for understanding how well the structural model explains the variance in the

dependent constructs and validating the theoretical framework of the research model.
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Figure 2
Inner Model

Assessing the model with PLS starts by looking at the R-square for each dependent
latent variable. The R-square estimate can be shown in the following table:

Table 1
R-square Value Model
R Square R Square Adjusted
K 0.966 0.964
KP 0.990 0.990

From Table 1, it can be seen that the Adjusted R-square value of model 1 is 0.964,
which means that trust can be explained by the service, price, promotion, and location
variables by 96.4% and the remaining 3.6% can be explained by other factors. The Adjusted
R-square value of model 2 is 0.990, which means that turnover intention can be explained by
the variables of service, price, promotion, location, and trust by 99% and the remaining 1%
can be explained by other factors.

Hypothesis Testing

This test is intended to see the effect between the independent variable and the
dependent variable by examining the path coefficients which show the parameter coefficient
and the significance value of the T statistic. Parameter significance is estimated to give an
idea of the correlation between research variables. The standard for rejecting and accepting
the proposed hypothesis is to use a probability of 0.05. The results of hypothesis testing can
be seen in the following table:
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Table 2
Hypothesis Test Results Based on Path Coefficient

OS (0) SM (M) (STDEV) T Statistics P Values
H->K 0.469 0.472 0.105 4.472 0.000
H->KP 0.285 0.282 0.089 3.199 0.001
K->KP 0.246 0.244 0.089 2.766 0.006
LO->K 0.230 0.237 0.088 2.612 0.009
LO->KP 0.153 0.148 0.053 2.885 0.004
P->K 0.035 0.027 0.108 0.325 0.745
P->KP 0.190 0.204 0.082 2.324 0.021
PR -> K 0.264 0.262 0.088 3.003 0.003
PR -> KP 0.136 0.133 0.059 2.306 0.022

Analysis of the Impact of Various Factors on Patient Trust and Decision-Making in

Clinical Laboratory Services: An Empirical Study in Solo City.

Intervening or Mediation Test

The intervening or mediation test is intended to see the high coefficient of influence

both direct and indirect. This study uses trust as an intervening variable. Testing through

mediation to dig deeper into whether the mediating variable has successfully mediated the

effect of the independent variable on the dependent or not can be seen in the specific indirect

effect output, if the p-value number < 0.05 then the independent variable affects the

dependent variable through the mediating variable or can mediate and vice versa. The results

of the indirect effect test can be found as follows:
Table 3

Mediation Test Results

Original Sample Sample Mean Standard .

(O)g i (M) i Deviation T Statistics Values
H->K->KP 0.115 0.114 0.048 2.412 0.016
LO->K->KP 0.057 0.058 0.032 1.744 0.082
P->K->KP 0.009 0.007 0.029 0.292 0.770
PR ->K ->KP 0.065 0.064 0.032 2.021 0.044

The study further explores the mediating role of trust in the relationship between

service, price, promotion, and location on patients' decisions to undergo medical

examinations at clinical laboratories in Solo City. The analysis reveals that trust does not

mediate the influence of service quality on patient decisions, as indicated by an indirect effect
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t-statistic of 0.292 and a p-value of 0.770. This result suggests that service quality does not
significantly affect patient decisions through trust, implying that trust does not mediate the
relationship between service quality and decision-making.

On the other hand, price exhibits a significant and positive indirect effect on patient
decisions through trust, with a t-statistic of 2.412 and a p-value of 0.016. This finding
indicates that trust effectively mediates the influence of pricing on the decision-making
process, affirming the importance of trust in this relationship. Similarly, promotion shows a
positive and significant indirect effect on patient decisions via trust, supported by a t-statistic
of 2.021 and a p-value of 0.044. This result suggests that trust mediates the effect of
promotional activities on patient decision-making. Conversely, the mediating effect of trust
between location and patient decisions is not significant, as evidenced by a t-statistic of 1.744
and a p-value of 0.082. Therefore, it can be concluded that location does not significantly
influence patient decisions through trust, indicating that trust does not mediate the
relationship between location and the decision to undergo medical examinations.
Discussion

The study examines the impact of various factors, including service, price, promotion,
and location, on patient trust and decision-making within clinical laboratories in Solo City.
The findings provide valuable insights into the relationships between these variables,
highlighting the nuances of patient behavior and preferences. The results offer practical
implications for clinical laboratories aiming to enhance patient trust and encourage decisions
that align with organizational goals.

The study revealed that the service provided by clinical laboratories does not have a
significant impact on patient trust. This finding is particularly intriguing, as it challenges the
commonly held belief that high-quality service is a primary driver of trust in healthcare
settings. Previous studies have shown that service quality is often directly correlated with
trust, particularly in healthcare contexts where patient satisfaction is paramount
(Parasuraman, Zeithaml, & Berry, 1988; Donabedian, 1988). However, the findings suggest
that other factors may play a more critical role in shaping trust within the specific context of

clinical laboratories in Solo City. This could be due to the standardized nature of services
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offered across different laboratories, leading patients to base their trust on other attributes
such as pricing or promotions.

The study found a positive and significant relationship between price and patient trust.
This result indicates that pricing strategies are crucial in shaping patient perceptions and trust
in clinical laboratories. Affordable pricing can be perceived as a signal of fairness and
transparency, which are essential components of trust (Anderson & Narus, 1990). Moreover,
in a price-sensitive market like healthcare, patients may equate lower prices with accessibility
and value, thereby enhancing their trust in the service provider. This finding aligns with the
broader literature that suggests pricing is not just an economic factor but also a psychological
one that influences consumer trust (Rao & Bergen, 1992). Laboratories that adopt transparent
and competitive pricing strategies are more likely to cultivate trust among patients, which
could lead to increased patient loyalty and retention.

Promotional activities were also found to have a positive and significant effect on
patient trust. This finding underscores the importance of effective communication and
promotional strategies in building trust. Promotional efforts that emphasize the quality,
reliability, and benefits of services can reassure patients and strengthen their trust in the
laboratory. The effectiveness of promotions in enhancing trust is well-documented in
marketing literature, where trust is often a mediator between promotional efforts and
consumer decision-making (Morgan & Hunt, 1994). Clinical laboratories can leverage
promotions to highlight their commitment to patient care, thereby reinforcing trust and
encouraging positive patient outcomes.

The study’s findings also indicate that location positively influences patient trust.
This is consistent with the notion that convenience and accessibility are critical factors in
healthcare decision-making. Patients are more likely to trust laboratories that are easily
accessible and conveniently located, as these attributes reduce the effort and cost associated
with obtaining healthcare services (Berry, Seiders, & Grewal, 2002). The importance of
location is particularly pronounced in healthcare, where proximity to service providers can
significantly impact patient perceptions of quality and trustworthiness (Sutherland et al.

2022). Laboratories located in strategic areas with high accessibility are likely to be perceived
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as more reliable and trustworthy, leading to increased patient trust (Church and Naugler
2022).

The study also explored the impact of service on patient decision-making and found
that service quality significantly influences patients' decisions to utilize laboratory services.
This finding aligns with the broader literature that emphasizes the role of service quality in
healthcare decision-making (Zeithaml, Berry, & Parasuraman, 1996). High-quality service
can enhance patient satisfaction, leading to repeat visits and positive word-of-mouth, both of
which are critical for the long-term success of healthcare providers. In the context of clinical
laboratories, providing excellent service can differentiate one laboratory from another, giving
it a competitive edge in attracting and retaining patients.

The study’s results confirm that price is a significant factor influencing patient
decision-making. This aligns with previous research that suggests pricing is a critical
determinant of consumer choice in healthcare (Monroe, 1990). Patients are likely to choose
laboratories that offer competitive pricing, particularly in markets where price sensitivity is
high. However, it is essential to balance affordability with quality to ensure that lower prices
do not lead to perceptions of inferior service quality. Laboratories that manage to strike this
balance are more likely to attract a larger patient base and maintain high patient satisfaction
(Vahdat, Griffin, and Stahl 2018).

Promotional efforts were also found to significantly influence patient decision-
making. This finding highlights the role of marketing communications in shaping patient
choices. Effective promotional strategies can raise awareness, educate patients about the
benefits of laboratory services, and ultimately influence their decision to choose one provider
over another (Kotler & Keller, 2012). In a competitive market, where patients have multiple
options, targeted promotions can differentiate a laboratory's offerings and persuade patients
to choose its services (Fareed et al. 2016; Hailu, Workneh, and Kahissay 2021).

The influence of location on patient decision-making was also confirmed in the study.
This finding supports the idea that geographical accessibility is a critical factor in healthcare
service utilization (Joseph & Phillips, 1984). Patients are more likely to choose laboratories

that are conveniently located, reducing travel time and associated costs. For clinical
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laboratories, being situated in areas with high foot traffic or near residential neighborhoods
can significantly impact patient choice and service utilization.

The study also investigated the mediating role of patient trust in the relationship
between the independent variables (service, price, promotion, location) and patient decision-
making. The findings suggest that patient trust mediates the relationship between price,
promotion, and patient decision-making, but not between service, location, and decision-
making. This partial mediation indicates that while trust is essential, other factors also
directly influence patient decisions. Trust enhances the positive impact of price and
promotion on decision-making, reinforcing the idea that patients are more likely to choose
services they trust. However, the direct impact of service quality and location on decision-
making suggests that these factors are sufficiently strong to influence decisions
independently of trust (Mayer, Davis, & Schoorman, 1995).

This study highlights key practical implications for clinical laboratories in Solo City.
Laboratories should emphasize competitive pricing and transparent promotions to foster
patient trust, which can improve retention and satisfaction. Although service quality is
important, factors like convenience and accessibility also play a role in building trust.
Additionally, strategic location is vital for both establishing trust and influencing patient

decisions, making it a crucial element of business strategy.

CONCLUSION

In conclusion, this study contributes to the understanding of the complex dynamics
between service, price, promotion, location, patient trust, and decision-making in the
healthcare sector. The findings underscore the importance of a multi-faceted approach to
patient engagement, where various factors collectively influence trust and decision-making.
Future research could explore these relationships in different healthcare contexts or regions
to validate and expand upon these findings. Furthermore, understanding the long-term impact
of these factors on patient loyalty and retention would be valuable for both academic research

and practical application.
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