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ABSTRAK

Latar Belakang : Waktu tunggu layanan merupakan waktu yang dipakai seseorang untuk
menerima layanan kesehatan dari mulai registrasi hingga memasuki ruang periksa dokter.
Ketersediaan layanan yang dikenali dengan waktu tunggu pasien yang singkat salah satu ciri bagian
dari kualitas layanan kesehatan, mutu layanan kesehatan mengacu pada dimensi mutu layanan
kesehatan yang pada gilirannya menghasilkan kepuasan pasien.

Metode Penelitian : Jenis penelitian adalah penelitian kuantitatif dengan pendekatan deskriptif
dengan teknik sampling yang digunakan yaitu Sampling Insidental. Jumlah populasi sebanyak
30.075 dan jumlah sampel dalam penelitian ini sebanyak 100 responden dihitung menggunakan
rumus slovin.

Hasil Penelitian : Hasil penelitian waktu tunggu pada pelayanan rawat jalan sebanyak 86 responden
(86%) sudah sesuai standar dan sebanyak 14 responden (14%) tidak sesuai dengan standar. Hasil
penelitian menunjukkan bahwa kepuasan pasien dari 100 responden pada pelayanan di tempat
pendaftaran rawat jalan secara umum semua dimensi pelayanan termasuk pada kategori puas,
dengan presentase pasien yang merasa puas sebanyak 84 responden (84%) dan pasien yang merasa
tidak puas sebanyak 16 responden (16%).

Kesimpulan : Waktu tunggu pada pelayanan rawat jalan lebih banyak yang sudah sesuai standar,
dan untuk kepuasan pasien peserta BPJS pada pelayanan rawat jalan secara umum pasien sudah
merasa puas.

Saran : Standar pelayanan di Rumah Sakit Umum Prasetya Bunda harus sesuai dengan standar
pelayanan minimal yaitu berdasarkan Kemenkes No. 129/Menkes/SK/I1/2008. Pelayanan waktu
tunggu dan pelayanan pasien lebih ditingkatkan lagi.

Kata Kunci : Waktu Tunggu, Kepuasan Pasien, Rawat jalan
Daftar Pustaka : 48 (2003-2022)
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ABSTRACT

Background: Service waiting time is the time a person takes to receive health services from
registration to entering the doctor's examination room. The availability of services, identified by the
short patient waiting time, is one of the characteristics of the quality of health services, the quality
of health services refers to the dimensions of the quality of health services, which in turn results in
patient satisfaction.

Research Methods: This type of research is quantitative research with a descriptive approach to
the sampling technique used, namely Incidental Sampling. The total population is 30,075 and the
number of samples in this study is 100 respondents calculated using the slovin formula.

Research Results: The results of the research on waiting time in outpatient services as many as 86
respondents (86%) were in accordance with the standards and as many as 14 respondents (14%)
did not comply with the standards. The results showed that patient satisfaction out of 100
respondents to outpatient services in general, all service dimensions were included in the
satisfaction category, with the percentage of patients who were satisfied as many as 84 respondents
(84%) and patients who were dissatisfied as many as 16 respondents (16 %).

Conclusion: The waiting time for outpatient services is more in accordance with the standards, and
for the patient satisfaction of BPJS participants in outpatient services, in general, the patients are
satisfied.

Suggestion: Service standards at Prasetya Bunda General Hospital must comply with minimum
service standards, namely based on the Ministry of Health No. 129/Menkes/SK/11/2008. Waiting
time services and patient services are further improved.

Keywords: Waiting Time, Patient Satisfaction, Outpatient
Bibliography : 48 (2003-2022)
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