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ABSTRAK 

 

HUBUNGAN MUTU PELAYANAN PENDAFTARAN RAWAT JALAN 

DENGAN KEPUASAN PASIEN DI RUMAH SAKIT 

 HERMANA LEMBEAN 

 
Jeanete Faustina Turangan 

NIM: 202102010  

 

Latar belakang: Pe$layanan pe$ndaftaran rawat jalan me$rupakan pintu pe$rtama inte$raksi 

pasie$n de$ngan rumah sakit dan me$njadi salah satu indikator mutu pe$layanan yang sangat 

pe$nting. Pe$layanan pe$ndaftaran yang tidak optimal dapat me$nimbulkan ke$tidakpuasan pasie$n 

dan be$rdampak pada ke$pe$rcayaan se$rta citra rumah sakit. Hal ini me$ne$gaskan pe$ntingnya 

e$valuasi mutu pe$layanan administrasi untuk me$mastikan te$rcapainya ke$puasan pasie$n.  

Tujuan: Pe$ne$litian ini be$rtujuan untuk me$nge$tahui mutu pe$layanan pe$ndaftaran rawat jalan, 

tingkat ke$puasan pasie$n, se$rta hubungan antara mutu pe$layanan pe$ndaftaran rawat jalan 

de$ngan ke$puasan pasie$n di Rumah Sakit He$rmana Le$mbe$an.  

Metode: Je$nis pe$ne$litian yang digunakan adalah kuantitatif analitik de$ngan pe$nde$katan cross 

se$ctional. Sampe$l pe$ne$litian be$rjumlah 100 re$sponde$n yang dipilih me$nggunakan te$knik 

purposive$ sampling be$rdasarkan krite$ria inklusi. Instrume$n pe$ne$litian be$rupa kue$sione$r yang 

te$lah diuji validitas dan re$liabilitasnya. Analisis data dilakukan se$cara univariat untuk 

me$nde$skripsikan karakte$ristik re$sponde$n, mutu pe$layanan, dan ke$puasan pasie$n, se$rta analisis 

bivariat de$ngan uji Chi-Square$ untuk me$lihat hubungan antara mutu pe$layanan de$ngan 

ke$puasan pasie$n.  

Hasil penelitian: Se$bagian be$sar re$sponde$n me$nilai mutu pe$layanan pe$ndaftaran rawat jalan 

dalam kate$gori baik, dan mayoritas pasie$n me$nyatakan puas te$rhadap pe$layanan yang 

dite$rima. Uji Chi-Square$ me$nunjukkan adanya hubungan yang signifikan antara mutu 

pe$layanan pe$ndaftaran rawat jalan de$ngan ke$puasan pasie$n (p < 0,001).  

Kesimpulan: Mutu pe$layanan pe$ndaftaran rawat jalan di Rumah Sakit He$rmana Le$mbe$an 

te$rgolong baik dan be$rhubungan e$rat de$ngan ke$puasan pasie$n, se$hingga pe$ningkatan kualitas 

pe$layanan pe$rlu te$rus dilakukan se$cara be$rke$sinambungan untuk me$mpe$rtahankan dan 

me$ningkatkan ke$puasan pasie$n. 
 

Kata kunci: Ke$puasan pasie$n; Mutu pe$layanan; Pe$ndaftaran rawat jalan; Rumah sakit. 
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ABSTRACT 
 

THE RELATIONSHIP BETWEEN OUTPATIENT REGISTRATION SERVICE 

QUALITY AND PATIENT SATISFACTION AT HERMANA  

LEMBEAN HOSPITAL 

 

Jeanete Faustina Turangan 

Student ID: 202102010 

 

Background: Outpatie$nt re$gistration se$rvice$ is the$ first point of patie$nt inte$raction with 

hospitals and se$rve$s as one$ of the$ most important indicators of se$rvice$ quality. Suboptimal 

re$gistration se$rvice$s may le$ad to patie$nt dissatisfaction and affe$ct trust as we$ll as the$ 

hospital’s image$. This highlights the$ importance$ of e$valuating administrative$ se$rvice$ quality 

to e$nsure$ patie$nt satisfaction. 

Objective: This study aime$d to de$te$rmine$ the$ quality of outpatie$nt re$gistration se$rvice$s, the$ 

le$ve$l of patie$nt satisfaction, and the$ re$lationship be$twe$e$n re$gistration se$rvice$ quality and 

patie$nt satisfaction at He$rmana Le$mbe$an Hospital. 

Methods: This study use$d an analytic quantitative$ de$sign with a cross-se$ctional approach. 

The$ sample$ consiste$d of 100 re$sponde$nts se$le$cte$d through purposive$ sampling base$d on 

inclusion crite$ria. The$ re$se$arch instrume$nt was a que$stionnaire$ te$ste$d for validity and 

re$liability. Data analysis was conducte$d univariate$ly to de$scribe$ re$sponde$nts’ 

characte$ristics, se$rvice$ quality, and patie$nt satisfaction, as we$ll as bivariate$ly using the$ Chi-

Square$ te$st to e$xamine$ the$ re$lationship be$twe$e$n se$rvice$ quality and patie$nt satisfaction. 

Results: Most re$sponde$nts rate$d the$ quality of outpatie$nt re$gistration se$rvice$s as good, and 

the$ majority of patie$nts re$porte$d be$ing satisfie$d with the$ se$rvice$s re$ce$ive$d. The$ Chi-Square$ 

te$st indicate$d a significant re$lationship be$twe$e$n outpatie$nt re$gistration se$rvice$ quality and 

patie$nt satisfaction (p < 0.001). 

Conclusion: The$ outpatie$nt re$gistration se$rvice$ quality at He$rmana Le$mbe$an Hospital is 

cate$gorize$d as good and is close$ly re$late$d to patie$nt satisfaction. The$re$fore$, continuous 

improve$me$nt in se$rvice$ quality is ne$ce$ssary to maintain and e$nhance$ patie$nt satisfaction. 
 

Keywords: Hospital; Outpatie$nt re$gistration; Patie$nt satisfaction; Se$rvice$ quality 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

x 

 

DAFTAR ISI 

 

HALAMAN HALAMAN COVER  ..............................................................  i 

HALAMAN JUDUL ......................................................................................  ii 

HALAMAN PERNYATAAN KEASLIAN PENELITIAN ........................  iii 

HALAMAN PERSETUJUAN ......................................................................  iv 

HALAMAN PENGESAHAN ........................................................................  v 

KATA PENGANTAR ....................................................................................  vi 

ABSTRAK ......................................................................................................  viii 

DAFTAR ISI ...................................................................................................  x 

DAFTAR TABEL ..........................................................................................  xii 

DAFTAR SKEMA  ........................................................................................   xiii 

DAFTAR LAMPIRAN ..................................................................................  xiv 

BAB I PENDAHULUAN ...................................................................................   1 

1.1 Latar Belakang  ...........................................................................  1 

1.2 Rumusan Masalah  ..........................................................................   4 

1.3 Tujuan .............................................................................................   4 

1.4 Manfaat .......................................................................................   5 

1.5 Keaslian Penelitian ......................................................................   5 

BAB II TINJAUAN PUSTAKA  ..................................................................   7 

2.1 Tinjauan Pustaka  ........................................................................   7 

2.1.1 Pengertian Mutu Pelayanan  ...........................................   7 

2.1.2 Pengukuran Mutu Pelayanan  .........................................   8 

2.2 Pendaftaran Rawat Jalan  ............................................................   10 

2.2.1 Definisi Pendaftaran  .......................................................   10 

2.2.2 Definisi Rawat Jalan  ......................................................   11 

2.3 Tempat Pendaftaran Rawat Jalan  ...............................................   12 

2.4 Kepuasan  ....................................................................................   13 

2.5 Kerangka Teoritis .......................................................................   16 

BAB III KERANGKA KONSEP DAN HIPOTESIS PENELITIAN .....  19  

3.1 Kerangka Konsep ........................................................................   19 

3.2 Hipotesis Penelitian .....................................................................   19 



 

xi 

 

3.3 Definisi Operasional .....................................................................  20 

BAB IV METODE PENELITIAN ..................................................................   24 

4.1 Jenis dan Rancanngan Penelitian ...................................................   24 

4.2 Populasi, Sampel, dan Sampling ....................................................   24 

4.2.1 Populasi  ..............................................................................   24 

4.2.2 Sampel dan Sampling ......................................................   25 

4.3 Variabel Penelitian .......................................................................   27 

4.4 Tempat dan Waktu Penelitian .....................................................   27 

4.5 Jenis dan Cara Pengumpulan Data  .............................................  27 

4.6 Instrumen Penelitian ...................................................................   28 

4.7 Analisis Data ................................................................................   29 

4.8 Etika Penelitian ...........................................................................  30 

BAB V HASIL PENELITIAN DAN PEMBAHASAN .................................... 31 

5.1 Hasil Penelitian ................................................................................ 31 

5.2 Pembahasan ..................................................................................... 35 

BAB VI KESIMPULAN DAN SARAN............................................................. 40 

6.1 Kesimpulan ...................................................................................... 40 

6.2 Saran ................................................................................................ 40 

DAFTAR PUSTAKA .......................................................................................... 42 

LAMPIRAN.............................................................................................................. 44 

 

        

 

 

 

 

 

 

 

 

 

 



 

xii 

 

DAFTAR TABEL 

 

Tabel 3.1  Dafinisi Operasional  .....................................................................  20 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

xiii 

 

DAFTAR SKEMA 

 

Skema 2.1 Kerangka Teoritis ..........................................................................  18 

Skema 3.1 Kerangka Konsep  .........................................................................  19 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

xiv 

 

DAFTAR LAMPIRAN 

 

Lampiran 1:  Jadwal Kegiatan..........................................................................  33 

Lampiran 2:  Surat Permohonan Izin Penelitian ..............................................  34 

Lampiran 3:  Surat Permohonan Menjadi Responden .....................................  35 

Lampiran 4:  Lembar Informed Consent ..........................................................  36 

Lampiran 5:  Instrumen Penelitian ...................................................................  37 

Lampiran 6:  Daftar Riwayat Hidup ................................................................  41 

 

 



1 

 

 

 


