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KEPUASAN PESAKIT KE ARAH INISIATIF HIJAU DALAM HOSPITAL DI MALAYSIA
Isu alam sekitar merupakan salah satu masalah yang kritikal melanda dunia. Memandangkan industri perhotelan berkait rapat dengan alam sekitar secara langsung, pihak hotel perlu mengambil inisiatif bagi mengurangkan impak negatif kepada alam sekitar. Kajian ini dijalankan bagi mengkaji persepsi pelanggan terhadap inisiatif hijau, iaitu amalan hijau dan imej hijau sesebuah hotel dan kesannya kepada kepuasan dan kesetiaan mereka terhadap hotel tersebut. Dalam kajian ini, amalan hijau dan imej hijau berperanan sebagai pemboleh ubah tidak bersandar, manakala kesetiaan pelanggan berperanan sebagai pemboleh ubah bersandar. Kepuasan pelanggan dikenal pasti sebagai faktor penengah ke atas hubungan antara amalan hijau dan imej hijau terhadap kesetiaan pelanggan. Kajian ini menggunakan kaedah kuantitatif dan disokong dengan kaedah kualitatif. Melalui kaedah kuantitatif, soal selidik diedarkan secara bersemuka kepada responden. Daripada keseluruhan soal selidik yang dikumpul, sebanyak 300 responden telah dipilih menggunakan kaedah persampelan rawak mudah dan dianalisis menggunakan perisian SPSS dan AMOS. Bagi memantapkan dan mendalami hasil dapatan analisis kuantitatif ini, penyelidik mengumpul data melalui kaedah kualitatif iaitu perbincangan kumpulan fokus dan temubual. Seramai 11 orang responden terlibat dalam perbincangan kumpulan fokus dan tiga orang responden lain dipilih untuk ditemubual. Hasil daripada analisis inferensi seperti ujian T dan ANOVA menunjukkan faktor demografi terpilih iaitu jantina, umur, bangsa, tahap pendidikan, kekerapan menginap di hotel tersebut, penarafan bintang hotel dan kewarganegaraan tidak memberi perbezaan kepada tahap kesetiaan pelanggan terhadap hotel yang didiami. Berdasarkan pemodelan persamaan berstruktur, kajian mendapati imej hijau mempunyai hubungan yang signifikan dengan kepuasan pelanggan dan kesetiaan pelanggan. Selain itu, kepuasan pelanggan juga bertindak sebagai mediator dalam hubungan antara imej hijau dan kesetiaan pelanggan. Walaupun amalan hijau mempunyai hubungan yang signifikan dengan kepuasan pelanggan dan kesetiaan pelanggan, namun hubungan negatif wujud antara amalan hijau dan kepuasan pelanggan. Kepuasan pelanggan juga bertindak sebagai mediator dalam hubungan antara amalan hijau dan kesetiaan pelanggan. Hasil perbincangan kumpulan fokus dan temubual menunjukkan sembilan faktor yang menyebabkan pelanggan tidak berpuas hati dengan hotel yang mengadaptasi amalan hijau, iaitu pelanggan kurang kesedaran tentang isu alam sekitar, kesedaran yang rendah tentang masalah alam sekitar dalam kalangan pengusaha hotel, harga bilik, sikap pelanggan, pengurusan hotel lebih fokus terhadap operasi dan belum bersedia untuk mempraktikkan amalan hijau, kemudahan yang disediakan tidak setanding dengan harga yang dibayar dan keperluan pelanggan
[bookmark: _Toc61258436]ABSTRACT
PATIENT SATISFACTION WITH GREEN INITIATIVES IN MALAYSIAN HOSPITAL
Environmental issues are among the critical problems plaguing the world. Since the hotel industry is closely and directly related to the environment, hotels should take initiatives to reduce any negative impact on the environment. This study was conducted to examine customer perceptions of green initiatives; namely, concerning the green practices and the green image of a hotel, and how these impact their satisfaction and loyalty to the hotel. In this study, green practices and green image act as the independent variables, while customer loyalty acts as the dependent variable. Customer satisfaction has been identified as the mediating factor on the relationship of green practices and green image with customer loyalty. This study used quantitative method and supported with qualitative method. For the quantitative method, questionnaires were distributed to respondents face-to-face. From the questionnaires collected, 300 respondents were selected using a random sampling method and analyzed using SPSS and AMOS. To strengthen and explore in depth the results obtained through this quantitative analysis, the researchers collected data through qualitative methods by means of focus group discussions and interviews. A total of 11 respondents were involved in the focus group discussions, and three respondents were chosen to be interviewed. The results of the inference analysis, such as T-test and ANOVA, showed that selected demographic factors, such as gender, age, race, education level, frequency of staying in the hotel, hotel star rating and citizenship, did not make a difference to the levels of customer loyalty to the hotel occupied. Based on structural equation modeling, the study found that green image has a significant relationship with customer satisfaction and customer loyalty. In addition, customer satisfaction also acts as a mediator in the relationship between green image and customer loyalty. Although green practices have a significant relationship with customer satisfaction and customer loyalty, there is a negative relationship between green practices and customer satisfaction. Customer satisfaction also acts as a mediator in the relationship between green practices and customer loyalty.
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INTRODUCTION
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Video provides a powerful way to help you prove your point. When you click Online Video, you can paste in the embed code for the video you want to add. You can also type a keyword to search online for the video that best fits your document.
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[bookmark: _Toc62035682]Figure ‎1.1	Logo UniSZA (Ali et. Al, 2020)
To make your document look professionally produced, Word provides header, footer, cover page, and text box designs that complement each other. For example, you can add a matching cover page, header, and sidebar. Click Insert and then choose the elements you want from the different galleries.
Themes and styles also help keep your document coordinated. When you click Design and choose a new Theme, the pictures, charts, and SmartArt graphics change to match your new theme. When you apply styles, your headings change to match the new theme. (Jaafar, 2010)
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[bookmark: _Toc62035683]Figure ‎1.2	A Sample of Formatting Method
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[bookmark: _Toc62035684]Figure ‎1.3	The Hadith on Knowledge 
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[bookmark: _Toc62035685]Figure ‎1.4	Hospital UniSZA (ASO, 2020)
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When you click Online Video, you can paste in the embed code for the video you want to add.
You can also type a keyword to search online for the video that best fits your document.
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Video provides a powerful way to help you prove your point.
When you click Online Video, you can paste in the embed code for the video you want to add.
You can also type a keyword to search online for the video that best fits your document.
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Video provides a powerful way to help you prove your point. When you click Online Video, you can paste in the embed code for the video you want to add. You can also type a keyword to search online for the video that best fits your document.[footnoteRef:1] [1:  Ahmad Kadri Junoh et al., “Smart Surveillance System Detection Using PCA- Based Feature Extraction” Applied Mechanics and Materials. 232 (2012): 137–141.] 
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	Batch
	No of samples
	Average per month
	Percentage of LoD (Coarse APM)
	Percentage of LoD (Fine APM)

	1
	100
	8 samples
	1.70%
	6.48%

	2
	102
	9 samples
	9.29%
	9.09%

	3
	176
	9 samples
	2.65%
	4.34%
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	Chemical C
Composition
	Surface Area (m2g-1)
	Porosity
(cm3g-1)

	Neutral clay 0.68 0.68
	Neutral clay 0.68 0.68
	Neutral clay 0.68 0.68

	Bleaching clay
	Bleaching clay
	Bleaching clay

	
	
	

	0.80 
	0.89
	0.99

	Note: Influence of the physical chemistry properties of an acid activated bentonite in the bleaching of olive oil. (Pradas et.al., 1993, p. 23)
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	Variable
	Minimum
	Maximum
	Average
	Standard deviation

	Minimum temperature over 24 hours preceding 0300 GMT (0C)
	0.0
	30.0
	15.33
	7.06

	Maximum temperature over 24 hours preceding 1200 GMT (0C)
	12.5
	44.7
	29.85
	6.93
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	[bookmark: _Hlk62038001]Variable
	Minimum
	Maximum
	Average
	Standard deviation

	Average relative humidity (%)
	31.0
	97.0
	63.70
	14.80

	Average pressure (hPa)
	994.37
	1022.43
	1009.04
	6.48

	Average wind speed (Knot)
	0.0
	9.0
	0.79
	1.43

	Average rainfall (mm)
	0.0
	140.0
	3.82
	14.05
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	Variable
	Minimum
	Maximum
	Average
	Standard deviation

	Minimum temperature over 24 hours preceding 0300 GMT (0C)
	0.0
	30.0
	15.33
	7.06

	Maximum temperature over 24 hours preceding 1200 GMT (0C)
	12.5
	44.7
	29.85
	6.93

	Average relative humidity (%)
	31.0
	97.0
	63.70
	14.80

	Average pressure (hPa)
	994.37
	1022.43
	1009.04
	6.48

	Average wind speed (Knot)
	0.0
	9.0
	0.79
	1.43

	Average rainfall (mm)
	0.0
	140.0
	3.82
	14.05
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	No
	Molecular Descriptors
	Abbreviation
	Groups
	Amount
	Description

	1
	Constitutional descriptors
	Con
	0D
	48
	0D-descriptors, independent from molecular connectivity and conformations. Atom and bonds counts, molecular weight, sum of atomic properties, etc

	2
	Topological descriptors
	Topo
	2D
	119
	Molecular descriptors obtained from the molecular graph (usually H-depleted), i.e 2D-descriptors conformationally independent.

	3
	Walk and path
counts
	Wap
	2D
	47
	Molecular descriptors obtained from the molecular graph, counting paths, walk and self returning walks of different lengths.

	4
	Connectivity
indices
	Coni
	2D
	33
	Topological Molecular descriptors calculated from the vertex degree of the atoms in the H-depleted molecular graph.

	5
	Information
indices
	Info
	2D
	47
	Molecular descriptors calculated as information content of molecules, based on the calculation of equivalences classes from the molecular graph. Among them, the indices of neighbourhood degree and edge multiplicity.

	6
	2D
autocorrelations
	2D
	2D
	96
	Molecular descriptors calculated from the molecular graph by summing the products of atom weights of the terminal atoms of all the paths of the considered path length (the lag)

	7
	Edge adjacency indices
	Edge
	2D
	107
	Topological Molecular descriptors derived from the edge adjacency matrix which encodes the connectivity between graph edges.

	8
	Burden
eigenvalues
	Bur
	2D
	64
	Molecular descriptors contained from the positive and negative eigenvalues of the adjacency matrix, weighting the diagonal element with atom weight.

	9
	Topological
charge indices
	Topoc
	2D
	21
	First 10 eigenvalues (absolute values) obtained from a corrected adjacency matrix.

	10
	Eigenvalue-based indices
	EiG
	2D
	44
	Topological descriptors calculated by the eigenvalues of the square(usually symmetric) matrix representing a molecular graph.

	11
	Randic molecular profiles
	Ran
	3D
	41
	Molecular descriptors derived from the distance distribution moments of the geometry matrix, defined as the average row sum of its entries raised at the k-th power, normalized by the factor k.

	12
	Geometrical descriptors
	Geo
	3D
	74
	Different kinds of conformationally dependent descriptors based on the molecular geometry. Reliable values are obtained if reliable conformations were previously calculated.

	13
	RDF descriptors
	RDF
	3D
	150
	Molecular descriptors obtained by radial basis functions centred on different interatomic distances (from 0.5A to 15.5A)

	14
	3D-MoRSE descriptors
	3D
	3D
	160
	Molecular descriptors calculated by summing atom weights by different angular scattering function.

	15
	WHIM
descriptors
	WHIM
	3D
	99
	Molecular descriptors obtained as statistical indices of the atom projected onto the 3 principal components obtained from weighted covariance matrices of the atomic coordinates.

	16
	GETAWAY descriptors
	GATE
	3D
	197
	Descriptors calculated from the leverage matrix obtained by the centred atoic coordinates (molecular influences matrix,MIM). The first four descriptors are calculated as information content and connectivity indices. HATA and H descriptors are 3D-autocorrelation descriptors obtained from MIM; R and R+ descriptors obtained from the leverage. Geometry matrix.

	17
	Functional group counts
	Funct
	Others
	152
	Molecular descriptors based on the counting of chemical functional groups. They are calculated by knowing the molecular composition and atom connectivity.

	18
	Atom-centred fragments
	Atom
	Others
	120
	Molecular descriptors, based on the counting of 120 atom-centred fragments, as defined by Ghose-Crippen. Some fragments are undefined by the authors. They are calculated by knowing the molecular composition and atom connectivity.

	19
	Charged descriptors
	charged
	Others
	14
	Fourteen charge descriptors which are reliable only when charge are estimated by quantum molecular methods
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	Variable
	Minimum
	Maximum
	Average
	Standard deviation
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	14.05
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This chapter discusses the results of the study in relation to the hypothesis / conceptual theory / research questions of the study. It highlights the main findings, their significance and implications. The discussion should fit into the existing or current body of knowledge.
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	Variable
	Minimum
	Maximum
	Average
	Standard deviation

	Average relative humidity (%)
	31.0
	97.0
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	14.80

	Average pressure (hPa)
	994.37
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	Average wind speed (Knot)
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	a) Pre-process data: A1, R1 and C1
	b) Pre-process data: A1, R1 and C2
	c) Pre-process data: A1, R1, C3
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	d) Pre-process data: A1, R2 and C1
	e) Pre-process data: A1, R2 and C2
	f) Pre-process data: A1, R2, C3


[bookmark: _Toc493683645][bookmark: _Toc62035694]Figure ‎5.2	 A PCA Plots for Data Processing Strategy
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