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ABSTRAK

Latar Belakang : Pelayanan kesehatan rumah sakit di Indonesia dalam era globalisasi sekarang
ini menjadi persaingan ketat antara rumah sakit pemerintah maupun swasta. Kepuasan adalah
proses pelayanan dan hubungan antara pribadi dengan pelayanan dan penerima pelayanan
(interpersonal relationships), yaitu saling percaya, kepedulian, perhatian, kepekaan, akan
kebutuhan-kebutuhan masalah konsumen. Salah satunya yaitu BOR (Bed Occupancy Rate) yang
sering disebut sebagai tingkat pemanfaatan tempat tidur merupakan indikator yang digunakan
untuk evaluasi dan perencanaan sumber daya rumah sakit untuk meningkatkan layanan rumah
sakit. Peneliti bertujuan untuk mengetahui bagaimana tingkat kepuasan pasien terhadap kualitas
pelayanan rawat inap di RSU Permata Bunda Ciamis Tahun 2023. Maka peneliti tertarik untuk
meneliti dengan judul “Gambaran Kepuasan Pasien Terhadap Kualitas Pelayanan Rawat Inap di
RSU Permata Bunda Ciamis.

Metodologi Penelitian : Penelitian ini menggunakan metode kuantitatif dengan desain penelitian
deskriptif menggunakan pendekatan cross sectional. Pengumpulan data dilakukan dengan
kuesioner, dengan jumlah sampel 40 keluarga pasien atau penanggung jawab pasien.

Hasil Penelitian: Penelitian ini mengungkapkan bahwa mayoritas responden berusia 20-29 tahun,
terutama perempuan dengan pendidikan SMA dan D3 serta bekerja sebagai wiraswasta. Hasil
menunjukkan tingkat kepuasan yang tinggi terhadap layanan RSU Permata Bunda. Evaluasi
terhadap lima aspek kualitas pelayanan (Reliability, Assurance, Tangibles, Emphaty, dan
Responsiveness) menunjukkan mayoritas responden puas. Hal ini menunjukkan bahwa RSU
Permata Bunda Ciamis berhasil memenuhi harapan pasien dalam hal kehandalan, jaminan, aspek
fisik, perhatian, dan responsivitas pelayanannya.

Kesimpulan : Berdasarkan hasil penelitian mayoritas responden adalah individu berusia 20-29
tahun, terutama perempuan dengan pendidikan SMA dan D3 serta bekerja sebagai wiraswasta.
Secara keseluruhan responden merasa puas dengan layanan RSU Permata Bunda, termasuk
peralatan medis, ketersediaan obat-obatan, ketepatan waktu dan kenyamanan ruang perawatan.
Dengan hal ini menunjukan bahwa RSU Permata Bunda Ciamis berhasil memenuhi harapan
pasiein dalam hal kehandalan, jaminan, aspek fisik, perhatian, dan responsivitas pelayanannya.
Kata Kunci: Kepuasan, Pelayanan, Pasien
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ABSTRACT

Background: Hospital health services in Indonesia in the current era of globalization are
becoming fierce competition between government and private hospitals. Satisfaction is the process
of service and the relationship between the individual and the service and the recipient of the
service (interpersonal relationships), namely mutual trust, care, attention, sensitivity, to the needs
of consumer problems. One of them is the BOR (Bed Occupancy Rate) which is often referred to as
the bed utilization rate is an indicator used for the evaluation and planning of hospital resources
to improve hospital services. The researcher aims to find out how the level of patient satisfaction
with the quality of inpatient services at Permata Bunda Ciamis Hospital in 2023. Therefore, the
researcher is interested in researching with the title "Overview of Patient Satisfaction with the
Quality of Inpatient Services at Permata Bunda Ciamis Hospital.

Research Methodology: This study uses a quantitative method with a descriptive research design
using a cross sectional approach. Data collection was carried out by questionnaire, with a sample
of 40 patient families or patient responsible persons.

Research Results: This study revealed that the majority of respondents were 20-29 years old,
especially women with high school and D3 education and working as self-employed. The results
showed a high level of satisfaction with the Permata Bunda Hospital service. The evaluation of
five aspects of service quality (Reliability, Assurance, Tangibles, Emphaty, and Responsiveness)
showed that the majority of respondents were satisfied. This shows that Permata Bunda Ciamis
Hospital has succeeded in meeting patient expectations in terms of reliability, guarantee, physical
aspects, attention, and responsiveness of its services.

Conclusion: Based on the results of the study, the majority of respondents are individuals aged
20-29 years, especially women with high school and D3 education and work as self-employed.
Overall, respondents were satisfied with the services of Permata Bunda Hospital, including
medical equipment, availability of medicines, timeliness and comfort of the treatment room. This
shows that Permata Bunda Ciamis Hospital has succeeded in meeting the expectations of its
customers in terms of reliability, guarantee, physical aspects, attention, and responsiveness of its
services.

Keywords: Satisfaction, Service, Patients
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