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ANALISIS KUALITAS MUTU PELAYANAN TERHADAP
KEPUASAN PASIEN DI INSTALASI RADIOLOGI RUMAH
SAKIT PURI CINERE TAHUN 2022

Eka Pratiwi

Abstrak

Kualitas Mutu Pelayanan di Rumah Sakit dapat mempengaruhi kepuasan pasien
terhadap pelayanan yang diterimanya. Kepuasan pasien tersebut dapat dinilai
melalui 5 dimensi kualitas mutu yang meliputi keandalan (reliability), daya tanggap
(responsiveness), jaminan (assurance), empati (emphaty), bukti langsung
(tangibles). Penelitian ini bertujuan untuk mengetahui hubungan kualitas mutu
pelayanan terhadap kepuasan pasien di Instalasi Radiologi Rumah Sakit Puri Cinere
Tahun 2022 melalui 5 dimensi kualitas mutu pelayanan. Penelitian ini
menggunakan metode kuantitatif dengan pendekatan cross sectional. Sampel
diambil menggunakan teknik Non-probability sampling sebesar 100 sampel dan
menggunakan kuesioner sebagai instrumen penelitian. Analisis data dalam
penelitian ini menggunakan distribusi frekuensi dan uji chi-square. Hasil penelitian
ini menunjukkan terdapat hubungan antara dimensi keandalan (reliability)
(p=0.030), daya tanggap (responsiveness) (p=0.000), jaminan (assurance)
(p=0.018), empati (emphaty) (p=0.000), bukti langsung (tangibles) (p=0.000)
dengan kepuasan pasien. Penelitian ini ditunjukan sebagai evaluasi, penilaian, dan
perbaikan baik dari segi penyedia layanan (petugas radiologi), fasilitas, serta sarana
dan prasarana lainnya sebagai upaya dalam meningkatkan kualitas mutu pelayanan
di Instalasi Radiologi Rumah Sakit Puri Cinere.

Kata Kunci: Pasien Radiologi, Rumah Sakit, Kepuasan Pasien



THE ANALYSIS OF QUALITY SERVICE ON PATIENT
SATISFACTION IN RADIOLOGY INSTALLATION OF RS
PURI CINERE 2022

Eka Pratiwi

Abstract

The service quality in hospitals can affect patient satisfaction based on the services
they receive. Patient satisfaction can be assessed through 5 dimensions of quality
which include reliability, responsiveness, assurance, empathy, tangibles. This study
aims to determine the relationship between service quality and patient satisfaction
at the Radiology Installation of RS Puri Cinere in 2022 through 5 dimensions of
service quality. This study used a quantitative method with a cross-sectional
approach. The population in this study were all radiology patients who had received
the radiology services at the Radiology Installation RS Puri Cinere. Samples were
taken using a non-probability sampling technique of 100 samples and questionnaire
as the research instrument. The data were analyzed using the frequency distribution
and chi-square test. The results of this study indicate that there is a relationship
between the dimensions of reliability (p=0.000), responsiveness (p=0.000),
assurance (p=0.000), empathy (p=0.000), tangibles (p=0.000). This research is
intended as an evaluation, assessment, and improvement in terms of service
providers (radiology officers), facilities, and infrastructure to improve the quality
of service at the Radiology Installation of RS Puri Cinere.

Keywords: Radiology Patients, Hospitals, Patient Satisfaction
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