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ABSTRAK 

Akhmad Berkati, 2110411210007, 2025, Kualitas Pelayanan Kesehatan Pasien 

di Unit Instalasi Gawat Darurat Rumah Sakit Islam Banjarmasin. Dibawah 

bimbingan Widyakanti. 

 

Pelayanan kesehatan merupakan bagian dari pelayanan publik yang memiliki 

standar tertentu dan bertujuan untuk memelihara serta memulihkan kesehatan 

masyarakat. Berbagai permasalahan dalam pelayanan kesehatan sering menjadi 

perhatian utama bagi masyarakat yang membutuhkan pengobatan. Salah satu 

keluhan yang sering muncul adalah lamanya proses pelayanan. Berdasarkan hal 

tersebut, peneliti tertarik untuk meneliti kualitas pelayanan kesehatan bagi pasien 

di Instalasi Gawat Darurat Rumah Sakit Islam Banjarmasin (RSIB). Penelitian ini 

bertujuan untuk menggambarkan kualitas pelayanan serta mengidentifikasi faktor-

faktor yang menghambat pelayanan kesehatan di Instalasi Gawat Darurat Rumah 

Sakit Islam Banjarmasin. 

Metode Penelitian yang digunakan adalah metode kualitatif deskriptif dengan  

teknik pengambilan data melalui wawancara, observasi, dan dokumentasi. 

Informan dalam penelitian ini terdiri dari Kepala IGD, Petugas IGD, dan Keluarga 

pasien yang mendampingi serta observasi dan dokumentasi ruang lingkup IGD 

Rumah Sakit Islam Banjarmasin. Analisis data dilakukan dengan teknik 

pengumpulan data, reduksi data, penyajian data dan penarikan kesimpulan.  

Hasil Penelitian dan Pembahasan menunjukkan bahwa Kualitas  Pelayanan 

Kesehatan Pasien di Instalasi Gawat Darurat (IGD) Rumah Sakit Islam 

Banjarmasin sudah cukup baik, namun pelayanan yang diberikan masih belum 

optimal. Hal tersebut dapat dilihat dari pengukuran Parasuraman, Zeithaml, dan 

Berry (1988) yaitu tangibles (bukti langsung), reliability (keandalan), 

responsiveness (daya tanggap), assurance (jaminan) dan empathy (empati). Faktor 

penghambat yang mempengaruhi kualitas pelayanan kesehatan pasien di Unit 

Instalasi Gawat Darurat Rumah Sakit Islam Banjarmasin meliputi 4 faktor yakni 

(1) keluarga pasien sulit diarahkan, (2) fasilitas kurang memadai, (3) kekurangan 

SDM, (4) dokter sulit dihubungi. 

Saran dari penelitian ini yaitu agar IGD RSIB bisa  lebih optimal lagi baik 

dari segi fasilitas seperti ruang tunggu hingga menambah kapasitas ruang rawat inap 

maupun aspek pelayanan ke pasien serta bagi pengguna layanan agar mematuhi 

segala peraturan yang berlaku. 

 

Kata kunci: Kualitas, Instalasi Gawat Darurat, RSIB 
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ABSTRACT 

Akhmad Berkati, 2110411210007, 2025, Quality of Patient Healthcare Services 

in the Emergency Department of Islamic Hospital banjarmasin. Under of 

guidance of Widyakanti.   

 

Health services are a part of public services that follow specific standards 

and aim to maintain and restore the health of the community. Various issues in 

health services often become a major concern for people seeking medical treatment. 

One frequent complaint is the lengthy service process. Based on this, the researcher 

is interested in studying the quality of health services provided to patients in the 

Emergency Unit of Islamic Hospital Banjarmasin (RSIB). This study aims to 

describe the quality of services and identify the inhibiting factors affecting health 

service delivery in the Emergency Unit of Islamic Hospital Banjarmasin. 

The research method employed in this study is a descriptive qualitative 

approach. Data collection techniques include interviews, observations, and 

documentation. The informants in this research consist of the Head of the 

Emergency Department (ED), ED staff, and the families accompanying the patients, 

along with observations and documentation related to the scope of the Emergency 

Department at the Islamic Hospital of Banjarmasin. Data analysis was conducted 

through data collection, data reduction, data presentation, and conclusion 

drawing. 

The research findings and discussion show that the quality of patient health 

services in the Emergency Department of Islamic Hospital Banjarmasin is fairly 

good, although not yet optimal. This is assessed using the indicators from 

Parasuraman, Zeithaml, and Berry (1988), namely tangibles, reliability, 

responsiveness, assurance, and empathy. The inhibiting factors affecting service 

quality in the Emergency Unit of Islamic Hospital Banjarmasin include: (1) 

difficulty in directing patient families, (2) inadequate facilities, (3) lack of human 

resources, and (4) difficulty in reaching doctors. 

This study suggests that the emergency unit of RSIB should strive to improve 

both its facilities and the quality of service provided to patients. Additionally, 

service users are expected to comply with all applicable regulations. 

 

Keywords: Quality, Emergency Department, RSIB 
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