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ABSTRAK

Analisis Tingkat Kepuasan Pasien Di Instalasi Rawat Inap I (Kelas III) Di
Ruang Pangandaran RSUD Dr. Saiful Anwar Kota Malang

Laila Kamila Syahidah! Zahid Fikri’
Universitas Muhammadiyah Malang

Latar Belakang: Kepuasan pasien merupakan salah satu indikator utama yang
mencerminkan kualitas pelayanan kesehatan di sebuah fasilitas kesehatan. Untuk
itu, rumah sakit di tuntun mampu memberikan pelayanan yang optimal demi
mencapai kepuasan. Berdasarkan data kepuasan pasien masih banyak rumah sakit
yang tidak memenuhi standar pemerintah yaitu (>95%). Penelitian ini bertujuan
untuk menganalisis kepuasan pasien terhadap pelayanan di instalasi rawat inap [
(kelas IIT) di ruang Pangandaran RSUD Saiful Anwar Kota Malang.

Tujuan: Tujuan dalam penulisan karya ilmiah ini adalah untuk menganalisis
kepuasan pasien terhadap pelayanan di instalasi rawat inap I kelas III di ruang
Pangandaran RSUD Saiful Anwar Kota Malang.

Metode: Pada penelitian ini menggunakan Teknik analisis deskriptif-kuantitatif
dengan menggunakan Teknik tofal sampling dan didapatkan sebanyak 35
responden yang dilakukan di ruang Pangandaran RSUD Saiful Anwar Kota Malang
yang dilaksanakan pada bulan Agustus hingga September 2024. Pengumpulan data
ini menggunakan kuesioner kepuasan pasien (RATER).

Hasil: Hasil dalam penelitian ini menunjukan Tingkat kepuasan pasien dalam lima
dimensi yaitu dimensi keandalan, dimensi Realibility (kehandalan) 91,4%, dimensi
Asurance (jaminan) 94,3%, dimensi Tangibles (kenyataan) 85,7%, dimensi Empaty
(empati) 100%, dimenai Responsiveness (ketanggapan) 97,1%.

Kesimpulan: Dapat disimpulkan bahwa kepuasan pasien yang di dapatkan di ruang
Pangandaran RSUD Saiful anwar berada di kategori puas.

Kata Kunci: Rumah Sakit, Manajemen Keperawatan, Kepuasan Pasien.

"Mahasiswa Program Studi Profesi Ners, Fakultas Ilmu Kesehatan, Universitas
Muhammadiyah Malang.

2 Dosen Program Studi Profesi Ners, Fakultas Ilmu Kesehatan, Universitas
Muhammadiyah Malang.



ABSTRACT

Analysis Of Patient Satisfaction Level In Inpatient Installation I (Clas III) In
Pangandaran Room Of Dr. Saiful Anwar Hospital Malang City

Laila Kamila Syahidah! Zahid Fikri’

Muhammadiyah University of Malang

Background: Patient satisfaction is one of the main indicators that reflects the
quality of health services a health facility. Therefore, hospitals are required to be
able to provide optimal services in order to achieve satisfaction. Based on patient
satisfaction date, there are still many hospital that do not meet government
standards namely (>95%). This study aims to analyze patient satisfaction with
services in the inpatient installation I (class III) in the Pangandaran room Saiful
Anwar Hospital Malang City

Objective: The purpose of writing this scientific paper is to analyze patient
satisfaction with services at the inpatient installation I class III in the Pangandaran
room of Saiful Anwar Hospital, Malang City.

Methode: In this study, descriptive-quantitative analysis techniques were used
using the technique total sampling and obtained as many as 35 respondents who
were conducted in the Pangandaran room of Saiful Anwar Hospital, Malang City
which was carried out from August to September 2024. This data collection used a
patient satisfaction questionnaire (RATER).

Results: The results of this study show the level of patient satisfaction in five
dimensions, namely the realiability dimension (reliability) 91,4%, the Assurance
dimension (guarantee) 94,3%, the Tangibles dimension (reality) 85,7%, the
Empathy (empathy) 100%, the Responsiveness dimension (responsiveness) 97,1%

Conclusion: It can be concluded that patient satisfaction obtained in the
Pangandaran Saiful Anwar regional hospital is in the satisfactory category.

Keywords: Hospital, Nursing Management, Patient Satisfaction

IStudent Of Nurse Profession Study Program, Faculty Of Health Sciences,
Muhammadiyah University Of Malang

’lecture Of Nurse Profession Study Program, Faculty Of Health Sciences,
Muhammadiyah University Of Malang.
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