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ABSTRAK 

FAKTOR-FAKTOR YANG MEMENGARUHI MUTU PELAYANAN 

KEPERAWATAN DI RUMAH SAKIT: LITERATURE REVIEW 

 

Dahlia 

 

Latar Belakang: Mutu pelayanan keperawatan adalah asuhan keperawatan 
professional yang mengacu pada 5 dimensi kualitas pelayanan yaitu (reability, 
tangibles, assurance, responsiveness, dan empathy) serta menjadi penentu faktor 
citra pelayanan kesehatan dimasyarakat. 
Tujuan: Menganalisis faktor-faktor yang memengaruhi mutu pelayanan 

keperawatan di rumah sakit. 

Metode: Studi ini dilakukan dengan literature review. Sebelas literatur diidentifikasi 

dari tiga database, yaitu Google Scholar, PubMed dan Portal Garuda. Desain 

penelitian yang digunakan adalah kuantitatif dengan pendekatan cross sectional. 

Semua artikel penelitian dianalisis dengan menggunakan instrument JBI Critical 

Appraisal Tools-Checklist for Analytical Cross Sectional Studies. 

Hasil: Artikel yang ditemukan pada awal pencarian berjumlah 6.626 artikel 
penelitian. Kemudian dilakukan pengurangan berdasarkan judul dan abstrak 
didapatkan sebanyak 16 artikel. Kemudian dianalisis berdasarkan kriteria inklusi 
dan ekslusi didapatkan sebanyak 12 artikel penelitian. Selanjutnya 12 artikel 
tersebut dilakukan critical appraisal dengan menggunakan instrument JBI Critical 
Appraisal Tools-Checklist for Analytical Cross Sectional Studies dan didapatkan 
11 artikel yang dimasukkan dalam sintesis naratif. 
Pembahasan: Terdapat beberapa faktor yang memengaruhi mutu pelayanan 

keperawatan di rumah sakit, yaitu peran komite, kinerja perawat, pelaksanaan 

supervise, komunikasi SBAR (situation, background, assessment, 

recommendation), kepuasan pasien, pengetahuan perawat, pengembangan karir, 

tipe kepribadian, motivasi kerja dan kepemimpinan klinis. 

 

Kata kunci: mutu pelayanan keperawatan, Rumah sakit. 
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ABSTRACT 

FACTORS THAT INFLUENCE THE QUALITY OF NURSING SERVICE IN 

HOSPITALS 

Dahlia 

Background: The quality of nursing services is professional nursing care which 

refers to 5 dimensions of service quality, namely (reability, tangibles, assurance, 

responsiveness, dan empathy)and is a determining factor in the image of health 

services in the community. 

Purpose: Analyze the factors that influence the quality of nursing service in 

hospitals. 

Method: This study was carried out with a literature review. Eleven pieces of 

literature were identified from three databases, namely Google Scholar, PubMed 

and Portal Garuda. The research design used is quantitative with a cross sectional 

approach. All research articles are analyzed using JBI Critical Appraisal Tools- 

Checklist for Analytical Cross Sectional Studies instrument. 

Result: Articles found at the beginning of the search totaled 6,626 research 

articles. Then a reduction based on the title and abstract obtained as many as 16 

articles. Then analyzed based on inclusion and exclusion criteria obtained as many 

as 12 research articles. Furthermore, the 12 articles were conducted critical 

appraisal using the instrument JBI Critical Appraisal Tools-Checklist for Analytical 

Cross Sectional Studies and obtained 11 articles included in narrative synthesis. 

Discussion: There are several factors that influence the quality of nursing service 

in hospitals, namely the role of committees, nurse performance, implementation of 

supervision, SBAR (situation, background, assessment,recommendation) 

communication, patient satisfaction, nurse knowledge, career development, 

personality type, work motivation and clinical leadership. 

 

Keywords: Hospital, Quality of Nursing Service. 
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