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ABSTRAK 

Latar Belakang: Keluhan dari pasien atau keluarganya merupakan salah satu 

indikator mutu yang berkaitan dengan kepuasan pasien. kepuasan pelanggan dapat 

dibentuk melalui tiga item yaitu tingkat kepuasan terhadap pelayanan secara 

keseluruhan (overall satisfaction), tingkat kepuasan terhadap pelayanan apabila di 

bandingkan dengan jasa sejenis (expectation), dan tingkat kepuasan pelanggan 

selama menjalin hubungan dengan perusahaan (experience). Dengan mengetahui 

tingkat kepuasan pasien manajemen rumah sakit dapat melakukan peningkatan 

mutu pelayanan. Membagi dimensi kualitas pelayanan berdasarkan beberapa aspek 

komponen. komponen layanan tersebut kemudian dibagi menjadi lima dan dikenal 

dengan nama Serqual, dimana kelima dimensi menurut pasuraman dkk, meliputi, 

Responsiveness (cepat tanggap), Reliability (kehandalan), Assurance (jaminan), 

Empathy (empati), Tangible (bukti nyata). Penelitian ini bertujuan untuk 

mengetahui hubungan antara mutu pelayanan pendaftaran rawat jalan terhadap 

kepuasan pasien BPJS di RSUD Waled.  

Metode Penelitian: Korelasional kuantitatif dengan desain penelitian cross 

sectional. Jumlah sampel 99 orang. Teknik pengambilan sampel menggunakan 

proposive sampling. Uji statistik yang digunakan adalah uji Chi Square.  

Hasil Penelitian: Hasil penilaian mutu baik lebih banyak yaitu 54 responden atau 

(54,5%). Hasil penilaian kepuasan pasien puas lebih banyak yaitu 57 responden 

atau (57,6%). Hasil analisis data dengan Uji Chi-Square diperoleh signifikasi 0,004 

yang berarti bahwa 0,004 < 0,01. Didapatkan bahwa ada hubungan yang signifikan 

antara mutu pelayanan pendaftaran rawat jalan terhadap kepuasan pasien BPJS di 

RSUD Waled.  

Simpulan: Rumah sakit harus tetap mempertahankan dan meningkatkan kualitas 

mutu pelayanan di pendaftaran rawat jalan agar pasien tetap merasa puas atas 

pelayanan dan fasilitas yang di berikan.  

Kata Kunci : Mutu Pelayanan, Kepuasan Pasien, Pendaftaran Rawat Jalan.  

Daftar Pustaka : 31 (2005 - 2021)  
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ABSTRACT  

Background: Complaints from patients or their families are one of the quality 

indicators related to patient satisfaction. Customer satisfaction can be formed 

through three items, namely the level of satisfaction with the service as a whole 

(overall satisfaction), the level of satisfaction with the service when compared to 

similar services (expectation), and the level of customer satisfaction during a 

relationship with the company (experience). By knowing the level of patient 

satisfaction, hospital management can improve the quality of service. Dividing the 

dimensions of service quality based on several component aspects. The service 

components are then divided into five and known as Serqual, where the five 

dimensions according to Pasuraman et al, include, Responsiveness (fast response), 

Reliability (reliability), Assurance (guarantee), Empathy (empathy), Tangible (real 

evidence). This study aims to determine the relationship between the quality of 

outpatient registration services on BPJS patient satisfaction at Waled Hospital.  

Method: Quantitative correlation with cross sectional research design. The number 

of samples is 99 people. The sampling technique used is proportional sampling. 

The statistical test used is the Chi Square test.  

Research Results: The results of the good quality assessment are more than 54 

respondents or (54.5%). The results of the assessment of patient satisfaction are 

more satisfied, namely 57 respondents or (57.6%). The results of data analysis with 

the Chi-Square Test obtained a significance of 0.004 which means that 0.004 < 

0.01. it was found that there was a significant relationship between the quality of 

outpatient registration services and the satisfaction of BPJS patients at Waled 

Hospital.  

Conclusion: Hospitals must maintain and improve the quality of service quality at 

outpatient registration so that patients remain satisfied with the services and 

facilities provided.  

Keywords: Service Quality, Patient Satisfaction, Outpatient Registration  
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