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ABSTRAK 

 

Analisis Kepuasan Pasien Di Instalasi Rawat Inap Diponegoro Atas RSUD 

Kanjuruhan Kabupaten Malang 

 

Elsa Risma Hidayah1 – Zahid Fikri2 

Universitas Muhammadiyah Malang 

 

Latar belakang: Kepuasan pasien merupakan salah satu indikator penting untuk 

mengendalikan kualitas pelayanan kesehatan di rumah sakit. Dari hasil penelitian 

menunjukkan bahwa tingkat kepuasan pasien dibeberapa rumah sakit di Indonesia 

masih di bawah standar yang telah ditetapkan pemerintah yaitu (>90%). Kepuasan 

pasien yang tinggi ditimbulkan oleh kualitas pelayanan yang maksimal dan jika 

kualitas pelayanan yang diberikan buruk maka harapan pasien tidak akan pernah 

tercapai. Penelitian ini bertujuan untuk menganalisis kepuasan pasien di instalasi 

Rawat Inap Diponegoro Atas RSUD Kanjuruhan Kabupaten Malang 

Metode : Penelitian ini dilakukan pada 18 pasien yang dirawat di instalasi rawat 

inap Diponegoro Atas RSUD Kanjuruhan dengan menggunakan Teknik total 

sampling. Alat pengumpulan data menggunakan kuesioner. Data yang terkumpul 

dianalisis menggunakan Teknik analisis deskriptif-kuantitatif 

Hasil : Hasil penelitian diketahui tingkat kepuasan pasien berdasarkan lima dimensi 

mutu pelayanan, pada dimensi kehandalan (Reliability) 100%, dimensi daya 

tanggap (Responsiveness) 94%, dimensi empati (empathy) 100%, dimensi 

kenyataan (Tangibles) 89%, dan dimensi Jaminan (Assurance) 100% 

Kesimpulan : Kepuasan pasien terhadap kualitas pelayanan di instalasi rawat inap 

Diponegoro Atas RSUD Kanjuruhan dalam kategori puas. 

 

Kata Kunci : kepuasan pasien; manajemen keperawatan; rumah sakit 
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ABSTRACT 

 

Analysis of Patient Satisfaction at the Diponegoro Inpatient Installation at 

Kanjuruhan Hospital of Malang 

Elsa Risma Hidayah1 – Zahid Fikri2 

Muhammadiyah University of Malang 

 

Background: Patient satisfaction is an important indicator for controlling the 

quality of health services in hospitals. The research results show that the level of 

patient satisfaction in several hospitals in Indonesia is still below the standards set 

by the government, namely (>90%). High patient satisfaction results from 

maximum service quality and if the quality of service provided is poor then patient 

expectations will never be achieved. This study aims to analyze patient satisfaction 

at the Upper Diponegoro Inpatient Installation at Kanjuruhan Regional Hospital, 

Malang Regency. 

Method: This research was conducted on 18 patients treated at the Upper 

Diponegoro inpatient installation at Kanjuruhan Regional Hospital using total 

sampling technique. The data collection tool uses a questionnaire. The collected 

data was analyzed using descriptive-quantitative analysis techniques. 

Results: The research results show that the level of patient satisfaction is based on 

five dimensions of service quality, on the reliability dimension 100%, the 

responsiveness dimension 94%, the empathy dimension 100%, the reality dimension 

89%, and the assurance dimension 100%. 

Conclusion: Patient satisfaction with the quality of service at the Diponegoro Atas 

inpatient installation at Kanjuruhan Regional Hospital is in the satisfied category. 

 

Kata Kunci: patient satisfaction; nursing management; hospital 

1 Student of Nurse Profession Study Program, Faculty of Health Sciences, 

Muhammadiyah University of Malang 

 
2 Lecture of Nurse Profession Study Program, Faculty of Health Sciences, 
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