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ABSTRACT

Ricky Fitriadiansyah (2023), Analysis of Service Quality on Inpatient Patient Satisfaction at
Sultan Agung Islamic Hospital Banjarbaru. Advisor: Dr. Nuril Huda, S.E, MM.

Keywords: Quality of Inpatient Services, Reliability, Responsiveness, Tangible, Empathy,
Assurance and Employee Training.

The purpose of this study was to analyze the suitability of the performance of medical
staff and the expectations of inpatients, and to analyze which variables are the strongest in
providing inpatient service satisfaction at the Sultan Agung Banjarbaru Islamic Hospital. The
data in this study were data taken through questionnaires given to respondents (inpatients)
who have received services.

The questionnaires were distributed to 160 respondents who were in several wards of
the Sultan Agung Banjarbaru Islamic Hospital. The type of research conducted was the
Cross-Sectional method, the unit of analysis was patients who have used inpatient services,
the variables measured to analyze patient satisfaction included Reliability, Responsiveness,
Tangible, Empathy, Assurance and Employee training. Variable measurement was using a
Likert Scale.

The test results described that the variables Reliability, Empathy, Responsiveness,
Assurance, Tangible, and Employee training had a very satisfied value which is greater than
80%, the most dominant variable based on the level of importance / expectation was
responsiveness with an average value of 4.84.

Banjarmasin, April 2, 2024
Approved by:




ABSTRAKSI

Ricky Fitriadiansyah ( 2023 ), Analisis Kualitas Pelayanan Terhadap Kepuasan Pasien Rawat Inap di

Rumah Sakit Islam Sultan Agung Banjarbaru.

Pembimbing : Dr. Nuril Huda, S.E, MM.

Tujuan Penelitian ini adalah untuk menganalisa kesesuaian kinerja petugas medis dan harapan pasien
rawat inap, serta menganalisa variabel mana yang paling kuat dalam memberikan kepuasan layanan
rawat inap di Rumah Sakit Islam Sultan Agung Banjarbaru. Data dalam penelitian ini adalah data yang
diambil melalui kuesioner yang diberikan pada responden (pasien rawat inap) yang telah mendapatkan
pelayanan.

Kuesioner dibagikan kepada 160 responden yang berada di beberapa bangsal Rumah Sakit Islam
Sultan Agung Banjarbaru. Jenis penelitian yang dilakukan yaitu menggunakan metode Cross
Sectional, unit analisis adalah pasien yang telah menggunakan jasa rawat inap, variabel yang diukur
untuk menganalisa kepuasan pasien antara lain seperti Reliability, Responsiveness, Tangible, Empathy,
Assurance dan Employee training. Pegukuran variabel menggunakan Skala Likert.

Hasil pengujian menjabarkan bahwa variabel Reliability, Empathy, Responsiveness, Assurance,
Tangible, dan Employee training memiliki nilai sangat puas yaitu lebih besar dari 80%, variabel yang
paling dominan berdasarkan tingkat kepentingan/harapan adalah responsiveness dengan nilai rata-rata
yaitu 4.84.

Kata Kunci : Kualitas pelayanan rawat inap, Reliability, Responsiveness, Tangible, Empathy,

Assurance dan Employee Training.
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