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ABSTRACT 

 

The patient's dissatisfaction with outpatient services at Balangan Hospital includes the long service time because 

they have to queue for the next process and there is still a lack of available infrastructure in the waiting room. 

The general objective of this research is to determine the relationship between service quality and patient 

satisfaction in outpatient rooms at Balangan Hospital in 2022. The research used was a quantitative analytic 

survey with a cross-sectional approach. The ample size in this study was 93 respondents. The research instrument 

used a questionnaire and data analysis techniques with chi-square. Based on the results of the study, it was found 

that 59 (64.4%) of outpatient satisfaction was satisfied, the quality of inpatient service was satisfied by 75 (80.6%), 

the reliability was satisfied by 73 (78.5%), the responsiveness was satisfied by 71 (76.3%), satisfaction assurance 

of 74 (79.6%), satisfaction empathy of 80 (86%). There is a relationship between physical evidence (p-

value=0.033), reliability (p-value=0.007), responsiveness (p-value=0.006), assurance (p-value=0.003), and 

empathy (p-value=0.020) with patient satisfaction in the outpatient ward of Balangan Hospital. It is suggested 

that it can be used for monitoring and evaluation of patient satisfaction in terms of service quality. 
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ABSTRAK 

 

Kekurangpuasan pasien akan pelayanan rawat jalan di RSUD Balangan diantaranya waktu pelayanan 

yang lama disebabkan mereka harus mengantri untuk proses selanjutnya serta masih kurangnya sarana prasarana 

yang tersedia di ruang tunggu. Tujuan umum penelitian adalah untuk mengetahui hubungan kualitas pelayanan 

dengan kepuasan pasien di ruang rawat jalan RSUD Balangan tahun 2022. Penelitian yang digunakan adalah 

survei analitik kuantitatif dengan pendekatan cross-sectional. Besar sampel dalam penelitian ini sebanyak 93 

responden. Instrumen penelitian menggunakan kuesioner dan teknik analisis data dengan chi-square. Berdasarkan 

hasil penelitian didapat kepuasan pasien rawat jalan puas sebesar 59 (64,4%), kualitas pelayanan rawat jalan bukti 

fisik puas sebesar 75 (80,6%), kehandalan puas sebesar 73 (78,5%), daya tanggap puas sebesar 71 (76,3%), 

jaminan puas sebesar 74 (79,6%), empati puas sebesar 80 (86%). Ada hubungan bukti fisik (p-value=0,033), 

kehandalan (p-value=0,007), daya tanggap (p-value=0,006), jaminan (p-value=0,003), dan empati (p-

value=0,020) dengan kepuasan pasien diruang rawat jalan RSUD Balangan. Disarankan dapat dijadikan 

monitoring dan evaluasi terhadap kepuasan pasien yang ditinjau dari kualitas pelayanan. 
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