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ABSTRAK

Latar Belakang: Mutu layanan kesehatan ialah layanan yang diberikan bisa memberi rasa puas
kepada pasien. Proses pemberian pelayanan mempengaruhi mutu di rumah sakit. Kepedulian
terhadap pelanggan merupakan upaya dalam meningkatkan mutu, dengan melihat bagaimana pasien
diperlakukan saat mendapatkan pelayanan. Kepuasan pasien merupakan perasaan yang timbul
setelah membandingkan harapan dan kenyataan yang diterima. Studi pendahuluan menunjukan 4
dari 5 pasien menyatakan tidak puas terhadap komunikasi verbal dan non verbal petugas pelayanan
pendaftaran. Penelitian ini bertujuan untuk mengetahui hubungan antara komunikasi verbal dan non
verbal petugas pelayanan pendaftaran rawat jalan dengan kepuasan pasien di RSUD dr.Soekardjo
Tasikmalaya.

Metodologi Penelitian: Kuantitatif dengan desain cross-sectional, teknik pengambilan sampel
menggunakan accidental sampling, dengan analisa univariat dan bivariat menggunakan uji statistik
chi-square. Populasi pasien rawat jalan dengan total sampel 100 orang.

Hasil Penelitian: Komunikasi verbal 72% baik, komunikasi non verbal 72% baik, dan kepuasan
pasien 75% puas, serta diperoleh nilai p-value 0,001<0,05 yang artinya terdapat hubungan antara
komunikasi verbal dan non verbal petugas pendaftaran rawat jalan dengan kepuasan pasien.
Kesimpulan: Secara garis besar komunikasi verbal dan non verbal petugas TPPRJ baik, dan pasien
merasa puas, serta terdapat hubungan antara komunikasi verbal dan non verbal petugas pelayanan
pendaftaran dengan kepuasan pasien.

Kata Kunci: Kepuasan, Komunikasi Verbal, Komunikasi Non Verbal
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ABSTRACT

Background: Quality of health services is the service that provided to satisfied the health service
user. Therefore, the quality of the hospital can be seen and influenced by the service delivery
process. Customers concern is one of the effort to improve the quality, by looking at how the patient
are treated when they are getting the services. Patient’s satisfaction is the feeling that arise after
comparing hope and the accepted reality.Based on the previous research, 4 out of 5 patients claimed
not to be satisfied with the verbal and non-verbal communication that came from the registration
service officer. The purpose of this study is to determine the relation between verbal and non-verbal
communication of outpatient care staff with patient’s satisfaction at Dr. Soekardjo Tasikmalaya
Hospital.

Research Methods: Quantitative research with cross-sectional design, using accidental-sampling.
With univariate and bivariate analysis, using chi-square statistical tests. Population in outpatients
with a total sampels of 100 respondents.

Result: Verbal and non-verbal communication of outpatient care staff was categorized as good
(72% each), and patient satisfaction was categorized as satisfied as many 75%. The result of p-
value 0,001<0,005, meaning that there is a relationship between verbal and non-verbal
communication of outpatient care staff with patient’s satisfaction.

Conclusion: In general, verbal and non-verbal communication of outpatient care staff was good,
and patients were satisfied, and there was a relationship between verbal and non-verbal
communication of outpatient care staff and patient satisfaction.

Keywords: Satisfaction, verbal communication, non-verbal communication
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