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ABSTRAK

Latar Belakang: Berdasarkan Keputusan Menteri Kesehatan RI (2008) mengenai
SPM RS, waktu penyediaan RM pasien rawat jalan adalah kurang dari 10 menit.
Namun, pada kenyataannya lama waktu pendistribusian RM rawat jalan sering
melebihi batas yang ditentukan. Hal tersebut dapat mempengaruhi mutu pelayanan
kesehatan dan kepuasan petugas terhadap pelayanan RM, khususnya dalam layanan
penyediaan RM rawat jalan. Tujuan penelitian ini adalah mengkaji kepuasan
petugas poli rawat jalan terkait layanan penyediaan RM rawat jalan di RSUD
Majalengka pada tahun 2024.

Metode Penelitian: Metode yang digunakan adalah kuantitatif deskriptif cross-
sectional, total sampel sebanyak 40 petugas poli rawat jalan.

Hasil Penelitian: Mayoritas jawaban responden pada tingkat kenyataan dan
harapan adalah setuju dan sangat setuju. Nilai kesenjangan atau gap antara harapan
dan kenyataan adalah: dimensi reliability (-0,95); responsiveness (-0,91); assurance
(-0,62); empathy (-0,63); dan tangibles (-0,72). Sedangkan nilai kepuasan petugas
poli rawat jalan terhadap layanan penyediaan RM rawat jalan berdasarkan metode
CSI (Customer Satisfaction Index) adalah: dimensi reliability (76,18%);
responsiveness (77,81%); assurance (79,84%); empathy (80,86%); dan tangibles
(78,20%).

Simpulan: Gambaran umum kinerja layanan penyediaan RM rawat jalan dapat
dikatakan sudah baik. Nilai kesenjangan atau gap untuk semua dimensi kualitas
layanan bernilai negatif. Tingkat kepuasan petugas poli rawat jalan terhadap
layanan penyediaan RM rawat jalan untuk lima dimensi kualitas layanan
berdasarkan metode CSI (Customer Satisfaction Index) diinterpretasikan semua
puas.

Kata Kunci: Tingkat Kepuasan, Kesenjangan Harapan dan Kenyataan, Layanan
Penyediaan Rekam Medis, CS7
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ABSTRACT

Background: Based on the Decree of the Minister of Health of the Republic of
Indonesia (2008) regarding Minimum Service Standards for Hospitals, the time for
providing medical records for outpatients is less than 10 minutes. However, in
reality the length of time for distribution of outpatient medical records often exceeds
the specified limits. This can affect the quality of health services and staff
satisfaction with medical records services, especially in outpatient medical records
services. The aim of this research is to examine the satisfaction of outpatient
polyclinic officers regarding the provision of outpatient medical records services at
Majalengka Regional Hospital in 2024.

Methods: The method used is quantitative descriptive cross-sectional, with a total
sample of 40 outpatient polyclinic officers.

Results: The majority of respondents answers at the level of reality and expectations
were agree and strongly agree. The discrepancy or gap values between expectations
and reality are: reliability dimension (-0.95), responsiveness (-0.91); assurance (-
0.62); empathy (-0.63), and tangibles (-0.72). Meanwhile, the satisfaction scores of
outpatient polyclinic officers with the service of providing outpatient medical
records based on the CSI (Customer Satisfaction Index) method are: reliability
dimension (76.18%), responsiveness (77.81%); assurance (79.84%); empathy
(80.86%); and tangibles (78.20%,).

Conclusion: The general description of the performance of outpatient medical
record services can be said to be good. The gap value for all dimensions of service
quality is negative. The level of satisfaction of outpatient polyclinic officers with the
provision of outpatient medical records services for the five dimensions of service
quality based on the CSI (Customer Satisfaction Index) method is interpreted as
being all satisfied.

Keywords: Level of Satisfaction, Gaps in Expectations and Reality, Medical
Records Provision Services, CSI
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