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TARISKA DESRI WAHYUNI 

GAMBARAN KEPUASAN PENGGUNA TERHADAP KEJELASAN 

INFORMASI PELAYANAN PENDAFTARAN RAWAT INAP DI BLUD 

RSU KOTA BANJAR 

80 Halaman, 5 BAB, 5 Gambar, 19 Tabel, 31 Lampiran 

ABSTRAK 

Latar Belakang: Kualitas pelayanan kesehatan di rumah sakit salah satunya dinilai 

dari tingkat kepuasan pengguna layanan. Kajian awal di BLUD RSU Kota Banjar 

menunjukan adanya hambatan dalam penyampaian informasi pendaftaran rawat 

inap yang membuat pengguna layanan kesulitan memahami alur pelayanan. 

Rumusan Masalah: Bagaimana Gambaran Kepuasan Pengguna Terhadap 

Kejelasan Informasi Peayanan Pendaftaran Rawat Inap di BLUD RSU Kota 

Banjar? Tujuan: Mengidentifikasi dan menggambarkan tingkat kepuasan 

responden berdasarkan lima dimensi Service Quality (Servqual), yaitu Tangibles, 

Reliability, Responsiveness, Assurance, dan Empathy serta melihat gambaran 

kepuasan antara responden baru dan lama, lalu menyajikan temuan melalui 

visualisasi dashboard. Metodologi Penelitian: Penelitian ini memakai pendekatan 

kuantitatif deskriptif dengan teknik accidental sampling terhadap 99 responden. 

Data dikumpulkan melalui kusioner skala likert dan dianalisis menggunakan SPSS 

. Hasil: Secara keseluruhan, tingkat kepuasan pengguna sangat baik, mencapai 99% 

menyatakan puas. Namun, dimensi Assurance (Jaminan) memiliki kesenjangan 

(gap) negatif terbesar (-21,5) terutama terkait penjelasan General Consent serta 

rincian hak dan kewajiban pasien secara transparan dan akurat. Kesimpulan:  

Peningkatan kejelasan informasi dan penguatan komunikasi petugas diperlukan 

untuk mengoptimalkan mutu pelayanan pendaftaran rawat inap di BLUD RSU Kota 

Banjar. 

Kata Kunci: Kepuasan Pengguna layanan, Kejelasan Informasi,  Service Quality, 

Pendaftaran Rawat Inap, Visualisasi Data.  
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TARISKA DESRI WAHYUNI 

OVERVIEW OF USER SATISFACTION WITH THE CLARITY OF 

INPATIENT REGISTRATION SERVICE INFORMATION AT BLUD OF 

BANJAR CITY HOSPITAL 

80 Pages, 5 CHAPTERS, 5 Pictures, 19 Tables, 31 Appendices 

ABSTRACT 

Background: The quality of health services in hospitals is one of them assessed by 

the level of satisfaction of service users. A preliminary study at the BLUD of the 

Banjar City Hospital showed that there were obstacles in the delivery of inpatient 

registration information that made it difficult for service users to understand the 

flow of services. Problem Formulation: How is the Description of User 

Satisfaction with the Clarity of Hospitalization Registration Information at BLUD 

Banjar City Hospital? Objective: Identify and describe the level of respondent 

satisfaction based on the five dimensions  of Service Quality (Servqual), namely 

Tangibles, Reliability, Responsiveness, Assurance, and Empathy and see the level 

of satisfaction between new and old respondents, then present the findings through 

dashboard visualization. Research Methodology: This study uses a quantitative 

descriptive design with accidental sampling techniques  on 99 respondents. Data 

were collected through a likert scale questionnaire and analyzed using SPSS. 

Results: Overall, the user satisfaction rate was excellent, reaching 99% stating 

satisfaction. However,  the Assurance dimension  has the largest negative gap (-

21.5), especially related to the explanation of General Consent and the details of 

the patient's rights and obligations in a transparent and accurate manner. 

Conclusion: Increasing information clarity and strengthening officer 

communication is needed to optimize the quality of inpatient registration services 

at BLUD Banjar City Hospital. 

Keywords: Service User Satisfaction, Information Clarity,  Service Quality, 

Inpatient Registration, Data Visualization. 
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