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HUBUNGAN MUTU PELAYANAN PENDAFTARAN RAWAT JALAN 

TERHADAP KEPUASAN PASIEN BPJS DI RSUD MAJALENGKA 

TAHUN 2023  

52 Hal, 5 Bab, 12 Tabel, 2 Gambar, 16 Lampiran 

ABSTRAK 

Latar Belakang : Kesempurnaan pelayanan kesehatan dalam memenuhi 

kebutuhan dan tuntutan setiap pasien merupakan baiknya mutu pelayanan yang  

dilakukan untuk memenuhi kepuasan pasien. Kepuasan pasien merupakan 

tanggapan pelanggan terhadap kesesuaian tingkat kepentingan atau harapan 

pelanggan sebelum mereka menerima jasa pelayanan dengan sesudah pelayanan 

yang mereka terima. Masih terdapat beberapa pasien yang mengeluhkan mengenai 

petugas pendaftaran yang kurang ramah dan terlalu lama menunggu antrian pasien 

pendaftaran rawat jalan. Pelayanan pendaftaran rawat jalan di RSUD Majalengka 

belum sepenuhnya sempurna berdasarkan mutu pelayanan dan kepuasan pasien. 

Tujuan penelitian Mengetahui hubungan antara mutu pelayanan pendaftaran rawat 

jalan terhadap kepuasan pasien BPJS. 

Metode Penelitian : Korelasional kuantitatif, dengan desain penelitian cross 

sectional. Jumlah sampel  99 responden. Teknik pengambilan sampel menggunakan 

proposive sampling. Analisis yang digunakan adalah univariat dan Bivariat, Uji 

Statistik yang digunakan adalah uji Chi Square. 

Hasil Penelitian:. Hasil penilaian mutu menunjukkan responden dengan menilai 

baik  terdapat 50 responden atau (50,5%). Hasil Penilaian kepuasan pasien 

menunjukkan responden dengan menilai puas terdapat 52 (52,5%). Hasil analisis 

data dengan uji Chi-Square diperoleh signifikasi 0,004 yang berarti bahwa 0,004 < 

0,05. Didapatkan bahwa ada hubungan yang signifikan antara mutu pelayanan 

pendaftaran rawat jalan terhadap kepuasan pasien BPJS di RSUD Majalengka 

Kesimpulan : Terdapat hubungan antara mutu pelayanan pendaftaran rawat jalan 

terhadap kepuasan pasien BPJS di RSUD Majalengka. 

 

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

Daftar Pustaka : 36 (2005- 2021) 
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ABSTRACT 

Background : The perfection of health services in meeting the needs and demands 

of each patient is the good quality of service carried out to meet patient satisfaction. 

Patient satisfaction is the customer's response to the level of interest or customer 

expectations before they receive service and after the service they receive. There 

are still some patients who complain about the registration officers who are not 

friendly and wait too long in the queue for outpatient registration patients. 

Outpatient registration services at Majalengka Hospital are not fully perfect based 

on service quality and patient satisfaction. The purpose of the study was to 

determine the relationship between the quality of outpatient registration services 

and BPJS patient satisfaction.. 

Method: Quantitative correlation, with a cross sectional research design. The 

number of samples is 99 respondents. The sampling technique uses a proposive 

sampling. The analysis used was univariate and bivariate. The statistical test used 

was the Chis square test 

Research Results: The results of the quality assessment showed that 50 

respondents or (50.5%) responded with a good assessment. The results of the 

patient assessment showed that there were 52 respondents with a satisfied 

assessment (52.5%). The results of data analysis with the Chi-Square test obtained 

a significance of 0.004 which means that 0.004 <0.05. It was found that there was 

a significant relationship between the quality of outpatient registration services and 

BPJS patient satisfaction at Majalengka Hospital 

Conclusion: There is a relationship between the quality of outpatient registration 

services and BPJS patient satisfaction at Majalengka Hospital 

 

Keywords: Service Quality, Patient Satisfaction, Outpatient Registration. 
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