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ABSTRAK 

Latar Belakang : Kualitas pelayanan fisioterapi berperan penting dalam 

meningkatkan kepuasan pasien, khususnya pada praktik mandiri. Dimensi keandalan 

(reliability) dan daya tanggap (responsiveness) memengaruhi persepsi pasien terhadap 

layanan yang diterima. Penelitian ini bertujuan mengetahui hubungan keandalan dan 

daya tanggap pelayanan dengan kepuasan pasien di praktik mandiri fisioterapi Kota 

Malang. 

Metode : Penelitian kuantitatif dengan desain cross sectional. Sampel 

dipilih menggunakan purposive sampling. Data dikumpulkan melalui kuesioner yang 

telah diuji validitas dan reliabilitasnya, kemudian dianalisis menggunakan uji korelasi. 

Hasil : Terdapat hubungan signifikan antara keandalan dan daya tanggap 

pelayanan dengan tingkat kepuasan pasien. 

Kesimpulan : Keandalan dan daya tanggap pelayanan fisioterapi 

berhubungan secara bermakna dengan kepuasan pasien di praktik mandiri fisioterapi 

Kota Malang.  

 

¹Mahasiswa Program Studi Fisioterapi, Universitas Muhammadiyah Malang 

²Dosen Program Studi Fisioterapi, Universitas Muhammdiyah Malang 
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The Relationship Between Reliability and Responsiveness of Physiotherapy 

Services and Patient Satisfaction in Independent Physiotherapy Practices in 

Malang 

Dina Ummi Hamidah¹, Safun Rahmanto², Nikmatur Rosidah³ 

Physiotherapy Study Program, Faculty of Health Sciences, Muhammadiyah 

University Malang 

Correspondence: dinaummi13@gmail.com 

 

ABSTRACT 

Background : The quality of physiotherapy services plays an important role in 

increasing patient satisfaction, especially in private practices. The dimensions of 

reliability and responsiveness influence patients' perceptions of the services they 

receive. This study aims to determine the relationship between reliability and 

responsiveness of services and patient satisfaction in private physiotherapy practices in 

Malang City. 

Methods : This was a quantitative study with a cross-sectional design. Samples 

were selected using purposive sampling. Data were collected using a questionnaire that 

had been tested for validity and reliability, then analyzed using correlation tests. 

Results : There was a significant relationship between service reliability and 

responsiveness and patient satisfaction levels. 

Conclusion : The reliability and responsiveness of physiotherapy services are 

significantly related to patient satisfaction in private physiotherapy practices in Malang 

City.  

¹Student, Physiotherapy Study Program, Muhammadiyah University Malang 

²Lecturer, Physiotherapy Study Program, Muhammadiyah University Malang 
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