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ABSTRAK

Latar Belakang: Pelayanan rekam medis adalah salah satu standar persyaratan minimal yang
wajib disediakan oleh rumah sakit untuk menunjang kualitas pelayanan kesehatan, kualitas
pelayanan yang diterima oleh pelanggan merupakan salah satu penentu aspek kepuasan pelanggan,
termasuk didalamnya pelanggan internal. Penilaian kepuasan sangat bermanfaat bagi instalasi
sebagai bahan evaluasi program yang sedang dijalankan dan dapat menemukan bagian mana yang
membutuhkan peningkatan. Penelitian ini bertujuan untuk mengetahui gambaran kepuasan
pelanggan internal terhadap kualitas pelayanan di unit rekam medis RSUD dr. Soekardjo Kota
Tasikmalaya.

Metodologi Penelitian: Jenis penelitian kuantitatif dengan desain deskriptif. Pengambilan sampel
menggunakan teknik proportionate stratified random sebanyak 88 sampel dari 728 populasi.
Pengumpulan data dengan membagikan lembar kuesioner serta analisis data menggunakan analisis
univariat.

Hasil Penelitian: Hasil penelitian diperoleh bahwa karakteristik responden dengan jenis kelamin
terbanyak yakni perempuan (63,6%), kelompok umur terbanyak yakni 26 — 35 (38,6%).pendidikan
terakhir terbanyak yakni diploma (54,5%), dan profesi terbanyak yakni tenaga keperawatan
(70,5%). Distribusi frekuensi secara umum dengan kategori puas (64,8%), dimensi daya tanggap
(63,6%), dimensi kehandalan (78,4%), dimensi jaminan (92,0%), dimensi empati (76,1%), dan
dimensi bukti fisik (86,4%).

Simpulan: Kepuasan pelanggan internal terhadap kualitas pelayanan unit rekam medis
berdasarkan dimensi kualitas dan secara keseluruhan responden merasa puas.

Kata Kunci: Kepuasan, Kualitas, Pelanggan internal, Unit rekam medis.
Daftar Pustaka: 51 (2009-2022).
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ABSTRACT

Background: Medical record service is one of the minimum standard requirements that must be
provided by hospitals to support the quality of health services, the quality of service received by
customers is one of the determinants of aspects of customer satisfaction, including internal
customers. Satisfaction assessment is very useful for installations as material for evaluating the
program that is being implemented and can find out which part is correct need improvement. The
aim of this study was to describe the description of internal customer satisfaction on service
quality at the medical record unit of RSUD dr. Soekardjo City of Tasikmalaya.

Methods: This type of quantitative research with a descriptive design. Sampling using
proportionate stratified random technique as many as 88 samples from 728 populations. Data
collection by distributing questionnaires and data analysis using univariate analysis.

Result: The results showed that the characteristics of respondents with the most sex were women
(63.6%), the most age group were 26-35 (38.6%). Most recent education was diploma (54.5%),
and the most professions were labor nursing (70.5%). Frequency distribution in general with
satisfaction category (64.8%), responsiveness dimension (63.6%), reliability dimension (78.4%),
guarantee dimension (92.0%), empathy dimension (76.1%), and dimensions of physical evidence
(86.4%).

Conclusion: Internal customer satisfaction with the service quality of the medical record unit in
general and based on the dimensions of service quality it was concluded that the respondents were
satisfied.

Keyword: Satisfaction, Quality, Internal customers, Medical record unit.
Bibliography: 51 (2009-2022).
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