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ABSTRAK

ANALISIS FAKTOR-FAKTOR YANG BERHUBUNGAN DENGAN WAKTU
TUNGGU PELAYANAN PASIEN JAMINAN KESEHATAN NASIONAL (JKN)
DI KLINIK RAWAT JALAN RUMAH SAKIT HERMANA
LEMBEAN

Jolita Kirwelakubun
NIM: 202102011

Latar belakang: Waktu tunggu pasien Jaminan Kesehatan Nasional (JKN) merupakan
indikator penting mutu layanan rumah sakit. Standar maksimal menurut Permenkes No. 30
Tahun 2022 adalah 60 menit, namun rata-rata waktu tunggu di Klinik Rawat Jalan RS
Hermana Lembean masih melampaui batas tersebut. Tujuan: Penelitian ini bertujuan
menganalisis faktor-faktor yang berhubungan dengan waktu tunggu pelayanan pasien JKN.
Metode: Desain penelitian adalah deskriptif analitik dengan pendekatan kuantitatif. Sampel
penelitian berjumlah 108 pasien JKN yang dipilih dengan teknik purposive sampling
berdasarkan kriteria inklusi. Instrumen penelitian berupa lembar observasi dan kuesioner
tertutup yang telah diuji validitas dan reliabilitas. Variabel independen meliputi sumber daya
manusia (SDM), Standar Prosedur Operasional (SPO), Sistem Informasi Manajemen Rumah
Sakit (SIMRS), serta fasilitas ruang tunggu, sedangkan variabel dependen adalah waktu
tunggu pelayanan pasien JKN. Data dikumpulkan melalui observasi langsung terhadap alur
pelayanan pasien mulai dari pendaftaran hingga memperoleh pelayanan medis, serta melalui
pengisian kuesioner oleh responden. Analisis data dilakukan secara univariat untuk
menggambarkan karakteristik responden dan distribusi frekuensi, serta bivariat dengan uji
korelasi Spearman’s rho pada tingkat signifikansi 5%. Hasil: Penelitian ini menunjukkan rata-
rata waktu tunggu pasien JKN melebihi 60 menit. Analisis bivariat menunjukkan SDM (p =
0,975;p <0,001), SPO (p=0,813; p <0,001), dan SIMRS (p = 0,849; p < 0,001) berhubungan
signifikan dengan waktu tunggu, sedangkan fasilitas ruang tunggu tidak berhubungan
signifikan (p =-0,082; p = 0,398). Kesimpulan: Waktu tunggu pelayanan pasien JKN di RS
Hermana Lembean belum memenuhi standar yang ditetapkan. Hasil analisis menunjukkan
adanya hubungan yang kuat dengan faktor sumber daya manusia (SDM), standar prosedur
operasional (SPO), dan sistem informasi manajemen rumah sakit (SIMRS).

Kata kunci: JKN; SDM; SIMRS; SPO; Waktu tunggu



ABSTRACT

ANALYSIS OF FACTORS ASSOCIATED WITH WAITING TIME FOR NATIONAL
HEALTH INSURANCE (JKN) PATIENTS IN THE OUTPATIENT CLINIC OF
HERMANA LEMBEAN GENERAL HOSPITAL

Jolita Kirwelakubun
Student ID: 202102011

Background: Waiting time for patients under the National Health Insurance (JKN) program
is an important indicator of hospital service quality. According to Minister of Health
Regulation No. 30 of 2022, the maximum standard waiting time is 60 minutes. However, the
average waiting time at the Outpatient Clinic of Hermana Lembean Hospital still exceeds this
limit. Objective: This study aims to analyze the factors associated with the waiting time of JKN
patients. Methods: The research design was descriptive-analytic with a quantitative approach.
The sample consisted of 108 JKN patients selected through purposive sampling based on
inclusion criteria. Research instruments included observation sheets and closed-ended
guestionnaires that had been tested for validity and reliability. Independent variables were
human resources (HR), standard operating procedures (SOP), hospital management
information systems (HMIS), and waiting room facilities, while the dependent variable was
JKN patient waiting time. Data were collected through direct observation of patient service
flow from registration to receiving medical services, as well as through respondent
questionnaires. Data analysis was performed univariately to describe respondent
characteristics and frequency distribution, and bivariately using Spearman’s rho correlation
test at a 5% significance level. Results: The study found that the average waiting time of JKN
patients exceeded 60 minutes. Bivariate analysis showed that HR (p = 0.975; p < 0.001), SOP
(p =0.813; p <0.001), and HMIS (p = 0.849; p < 0.001) were significantly associated with
waiting time, while waiting room facilities were not significantly related (p = —0.082; p =
0.398). Conclusion: The waiting time for JKN patients at Hermana Lembean Hospital has not
met the established standard. The analysis indicated a strong association with human
resources (HR), standard operating procedures (SOP), and hospital management information
systems (HMIS).

Keywords: HMIS; HR; JKN; SOP; Waiting time
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