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ABSTRAK

Latar Belakang : Rumah sakit sebagai organisasi kesehatan yang menyediakan
pelayanan paripurna, penyembuhan dan pencegahan penyakit. Tempat Pendaftaran
Pasien (TPP) memiliki peran krusial sebagai pintu gerbang rumah sakit. Faktor
internal dan eksternal, termasuk sarana dan prasarana berpengaruh pada kepuasan
pasien, yang dapat diukur melalui 5 dimensi. Penelitian ini bertujuan untuk
mengetahui hubungan mutu pelayanan dengan kepuasan pasien di tempat
pendaftaran pasien gawat darurat Rumah Sakit Ciremai Kota Cirebon Tahun 2024.
Metode Penelitian : Metode kuantitatif dengan rancangan penelitian cross
sectional. Populasi penelitian ini seluruh pasien yang mendaftar di tempat
pendaftaran pasien gawat darurat di Rumah Sakit Ciremai pada Bulan Januari 2024,
dengan sampel 40 responden. Teknik pengambilan sampel yaitu accidental
sampling. Pengambilan data dilakukan dengan menggunakan kuesioner. Analisis
univariat tentang karakteristik responden dan mutu pelayanan dan kepuasan pasien.
Uji Chi-square digunakan dalam analisis bivariat untuk melihat 2 hubungan antara
variabel bebas dan terikat.

Hasil Penelitian : Pada karakteristik responden sebagian besar responden berjenis
kelamin laki-laki (57,5%), dengan rentang umur 46 - 55 Tahun, berpendidikan
SMA (50,0%) dan responden yang bekerja (57,5%). Mutu pelayanan sebagian besar
responden menilai baik pada dimensi reliability (77,5%), dimensi responsiveness
(75,0%), dimensi assurance (75,0%), dimensi empaty (72,5%) dan dimensi
tangible (85,0%) dan kepuasan pasien menunjukan 70,0% merasa puas. Hasil uji
Chi-square diperoleh nilai p-value = 0,029 < nilai a = 0,05.

Kesimpulan : Terdapat hubungan antara mutu pelayanan dengan kepuasan pasien
di tempat pendaftaran pasien gawat darurat Rumah Sakit Ciremai Kota.

Kata Kunci : Mutu Pelayanan, Kepuasan

Daftar Pustaka : 29 (2007 - 2023)
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ABSTRACT

Background : Hospitals are health organizations that provide comprehensive
services, healing and disease prevention. The Patient Registration Point (TPP) has
a crucial role as the gateway to the hospital. Internal and external factors, including
facilities and infrastructure affect patient satisfaction, which can be measured
through 5 dimensions. This study aims to determine the relationship between
service quality and patient satisfaction in the emergency department of Ciremai
Hospital, Cirebon City in 2024.

Research Methods: Quantitative method with cross sectional research design. The
population of this study were all patients who registered at the emergency patient
registration at Ciremai Hospital in January 2024, with a sample of 40 respondents.
The sampling technique was accidental sampling. Data collection was carried out
using a questionnaire. Univariate analysis of respondent characteristics, service
quality and patient satisfaction. Chi-square test was used in bivariate analysis to see
the relationship between independent and dependent variables.

Research Results: In the characteristics of respondents, most respondents were
male (57.5%), with an age range of 46-55 years, high school education (50.0%) and
respondents who worked (57.5%). The quality of service of most respondents rated
well on the reliability dimension (77.5%), the responsiveness dimension (75.0%),
the assurance dimension (75.0%), the four dimensions: (72.5%) and tangible
dimensions (85.0%) and patient satisfaction showed 70.0% were satisfied. Chi-
square test results obtained p-value = 0.029 < value of a = 0.05.

Conclusion : There is a relationship between service quality and patient satisfaction
at the Ciremai City Hospital emergency patient registration site.

Keywords : Quality of Service, Satisfaction

References : 21 (2007 - 2023)
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