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HUBUNGAN KUALITAS LAYANAN REKAM MEDIS TERHADAP
TINGKAT KEPUASAN PASIEN PENDAFTARAN RAWAT JALAN
UMUM DI RUMAH SAKIT SUMBER WARAS TAHUN 2023

ABSTRAK

Latar Belakang : Kepuasan adalah perasaan senang atau kecewa seseorang yang timbul karena
membandingkan kinerja yang dipersepsikan produk (atau hasil) terhadap ekspetasi mereka.
Berdasarkan hasil studi pendahuluan peneliti melakukan wawancara kepada lima pasien yang
mengatakan bahwa pendaftaran terbilang terlalu cepat dengan waktu pelayanan hanya 10 menit
dan informasi yang disampaikan menjadi kurang jelas. Berdasarkan uraian pada latar belakang
tersebut, maka penulis ingin mengetahui adakah hubungan antara kualitas layanan rekam medis
terhadap tingkat kepuasan pasien pendaftaran rawat jalan umum di Rumah Sakit Sumber Waras
Tahun 2023.

Metode Penelitian : Jenis penelitian ini merupakan kuantitatif analitik observasional dengan
pendekatan cross sectional. Sampel dari penelitian ini adalah pasien pendaftaran rawat jalan
umum sebanyak 99 responden dihitung menggunakan rumus slovin. teknik pengambilan sampel
menggunakan teknik Purposive Sampling. Uji statistik yang digunakan dalam penelitian ini
adalah uji chi square. Analisis data dalam penelitian ini adalah analisis univariat dan analisis
bivariate.

Hasil : Hasil karakteristik responden berdasarkan usia responden dengan rentang usia 18 — 35
tahun paling banyak dengan persentase 44,4%. Karakteristik berdasarkan jenis kelamin
responden dengan jenis kelamin perempuan lebih dominan dengan persentase 62,6%.
Karakteristik responden berdasarkan pendidikan paling banyak yaitu tamat SLTA dengan
persentase 97,0%. Karakteristik berdasarkan pekerjaan paling banyak yaitu belum bekerja
dengan persentase 36,4%. Hasil yang didapatkan untuk kualitas layanan rekam medis untuk
kategori baik yaitu 42,4%, dan tidak baik yaitu 57,6%. Hasil yang didapatkan untuk kepuasan
pasien pendaftaran rawat jalan umum untuk kategori puas yaitu 41,4%, dan kategori tidak puas
yaitu 58,6%. Hasil penelitian menunjukkan hasil uji korelasi menggunakan uji chi square antara
kualitas layanan rekam medis dan kepuasan pasien pendaftaran rawat jalan umum diketahui p-
value (signifikasi) 0.000 yang berarti bahwa P-value = 0.000 < 0.05. maka hasil penelitian
menunjukkan bahwa adanya hubungan antara kualitas layanan rekam medis dengan kepuasan
pasien pendaftaran rawat jalan umum.

Kesimpulan : Terdapat hubungan kualitas layanan rekam medis dengan kepuasan pasien
pendaftaran rawat jalan umum.

Kata Kunci : Kualitas Layanan, Tingkat Kepuasan Pasien
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Ministry of Health of the Republic of Indonesia

Tasikmalaya Health Polytechnic

Department of Medical Records and Health Information

Diploma 111 Study Program Medical Records and Health Information Tasikmalaya
2023

MELLIYAH MAULINDA

THE RELATIONSHIP BETWEEN PERCEPTIONS OF SERVICE
QUALITY AND LEVEL OF PATIENT SATISFACTION WITH MEDICAL
RECORDS SERVICES IN PUBLIC OUTPATIENT PATIENT
REGISTRATION IN SUMBER WARAS HOSPITAL IN 2023

ABSTRACT

Background : Satisfaction is a person's feelings of pleasure or disappointment that arise from
comparing a product's perceived performance (or results) against their expectations. Based on the
results of the preliminary study, the researcher conducted interviews with five patients who said
that registration was too fast with a service time of only 10 minutes and the information
conveyed was unclear. Based on the description on this background, the author wants to find out
whether there is a relationship between the quality of medical record services and the level of
patient satisfaction with general outpatient registration at Sumber Waras Hospital in 2023.
Research Methods : This type of research is a quantitative analytic observational with a cross
sectional approach. The sample of this study were general outpatient registration patients as
many as 99 respondents calculated using the slovin formula. sampling technique using Purposive
Sampling technique. The statistical test used in this study is the chi square test. Data analysis in
this study is univariate analysis and bivariate analysis.

Results: The results of the characteristics of the respondents based on the age of the respondents
with an age range of 18-35 years at most with a percentage of 44.4%. Characteristics based on
the gender of respondents with female gender are more dominant with a percentage of 62.6%.
Characteristics of respondents based on education, most of them graduated from high school
with a percentage of 97.0%. Characteristics based on the most work that is not yet working with
a percentage of 36.4%. The results obtained for the quality of medical record services for the
good category were 42.4%, and not good, namely 57.6%. The results obtained for general
outpatient registration patient satisfaction for the satisfied category were 41.4%, and the
dissatisfied category was 58.6%. The results showed that the results of the correlation test using
the chi square test between the quality of medical record services and patient satisfaction with
general outpatient registration were known to have a p-value (significance) of 0.000, which
means that P-value = 0.000 <0.05. the results of the study indicate that there is a relationship
between the quality of medical record services and patient satisfaction with general outpatient
registration.

Conclusion : There is a relationship between the quality of medical record services and patient
satisfaction with general outpatient registration.

Keywords : Service Quality, Patient Satisfaction Level
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