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ABSTRAK

Latar Belakang Permasalahan: Kepuasan Pasien menjadi salah satu indikator
dalam mengukur keberhasilan pelayanan Kesehatan. Penelitian mengenai mutu
pelayanan registrasi terhadap kepuasan pasien di unit pendaftaran Puskesmas
Sayung 1 Kabupaten Demak dilakukan oleh Mega Ayu pada tahun 2020 didapatkan
bahwa mutu pelayanan registrasi 73,1% tergolong kurang baik, sedangkan untuk
kepuasan pasien rawat jalan di unit pendaftaran 93,1% kurang puas. Survey
kepuasan pelanggan sudah pernah dilakukan pada unit pendaftaran rawat jalan RS
Sumber Waras, hasil pencapaiannya masih sebesar 50% yang mana berdasarkan
Peraturan Kementerian Kesehatan Republik Indonesia Tahun 2016 tentang Standar
Pelayanan Minimal, untuk kepuasan pasien yaitu diatas 95%.

Metodologi Penelitian: Jenis penelitian kuantitatif, dengan pendekatan cross-
sectional. Teknik pengambilan sampel menggunakan Sampling Insidental
sebanyak 100 pasien. Pengolahan data menggunakan IBM SPSS dan Microsoft
Office. Metode pengumpulan data menggunakan kuesioner. Analisis data
menggunakan analisis univariat dan bivariat dengan uji Chi-Square.

Hasil Penelitian: Mutu pelayanan menunjukkan responden menilai baik 69% dan
31% kurang baik. Kepuasan pasien menunjukkan 73% menilai puas dan 27%
menilai kurang puas. Hasil uji Chi-Square didapat nilai sig 0,000 < 0,05.
Simpulan: Terdapat pengaruh antara mutu pelayanan di bagian pendaftaran
terhadap kepuasan pasien rawat jalan, maka semakin baik mutu pelayanan
kesehatan yang diperoleh pasien maka akan semakin puas pasien. dan sebaliknya
ketidakpuasan akan muncul jika mutu pelayanan tidak lebih baik dari yang
diharapkan.

Katakunci: Mutu Pelayanan Pendaftaran, Kepuasan Pasien, Pasien Rawat Jalan
Daftar Pustaka: 21 (2006-2021)
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ABSTRACT

Background: Patient satisfaction is one of the indicators in measuring the success
of health services. Research on the quality of registration services on patient
satisfaction in the registration unit of the Sayung 1 Health Center in Demak
Regency was carried out by Mega Ayu in 2020 it was found that the quality of
registration services was 73.1% classified as poor, while for outpatient satisfaction
in the registration unit 93.1% was less. satisfied. A customer satisfaction survey has
been conducted at the outpatient registration unit at Sumber Waras Hospital, the
achievement is still 50%, which is based on the Regulation of the Ministry of Health
of the Republic of Indonesia Year 2016 concerning Minimum Service Standards,
for patient satisfaction, which is above 95%.

Research Methods: This type of research is quantitative, with a cross-sectional
approach. The sampling technique used incidental sampling of 100 patients. Data
processing using IBM SPSS and Microsoft Office. Methods of data collection using
a questionnaire. Data analysis used univariate and bivariate analysis with Chi-
Square test.

Research Results: The quality of service shows that respondent rate 69% good and
31% less good. Patient satisfaction shows 73% rate satisfied and 27% rate less
satisfied. The results of the Chi-Square test obtained a sig value of 0.000 <0.05.
Conclusion: There is an influence between the quality of service in the registration
section on outpatient satisfaction, the better the quality of health services obtained
by the patient, the more satisfied the patient will be. and conversely dissatisfaction
will arise if the quality of service is not better than expected

Keywords: Quality of Registration Services, Patient Satisfaction, Outpatient
Bibliography: 21 (2006-2021)
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