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ABSTRAK 

 

Loyalitas pasien merupakan suatu sikap yang dimiliki oleh pasien yang menggambarkan kesetiaannya 

untuk tetap menggunakan jasa pelayanan kesehatan secara berulang. Pada BLUD RSUD Balangan masih ada 

yang kurang dalam hal pelayanan kesehatan yang dapat mempengaruhi loyalitas pasien, contohnya kurangnya 

rasa empati petugas kesehatan terhadap pasien, kurang cepat dan kurang tanggap.  

Penelitian ini bertujuan untuk mengetahui hubungan kualitas pelayanan kesehatan berdasarkan dimensi 

bukti fisik (tangible), kehandalan (realibility), daya tanggap (responsiveness), jaminan (assurance), sikap 

(emphaty) dengan loyalitas pasien rawat jalan di BLUD RSUD Balangan. Jenis penelitian ini adalah penelitian 

kuantitatif dengan menggunakan desain cross sectional study. Jumlah populasi pada penelitian ini sebanyak 

25.856 pasien dengan jumlah sampel yaitu 100 responden. Pengambilan sampel menggunakan tehnik purposive 

sampling. Analisis data menggunakan analisis univariat dan bivariat dengan uji chi square.  

Berdasarkan hasil penelitian diperoleh variabel kualitas pelayanan kesehatan yang berhubungan dengan 

loyalitas pasien rawat jalan di BLUD RSUD Balangan yaitu Bukti Langsung (p=0,000), kehandalan (p=0,000), 

daya tanggap (p=0,000), jaminan (p=0,000) dan empati (p=0,000).  

Saran kepada BLUD RSUD Balangan diharapkan agar melengkapi peralatan/fasilitas penunjang yang 

kurang seperti rongten gigi, serta petugasnya lebih meningkatkan rasa kepedulian terhadap pasien agar pasien 

merasa lebih diperhatikan.  

 

Kata Kunci: Kualitas Pelayanan, Loyalitas 

 

 

ABSTRACT 

 

Patient loyalty is an attitude possessed by patients that illustrates their loyalty to continue to use health 

services repeatedly. At the BLUD of Balangan Hospital there are still deficiencies in terms of health services 

which can affect patient loyalty, for example the lack of empathy for health workers towards patients, lack of 

speed and responsiveness. 

This study aims to determine the relationship between the quality of health services based on the dimensions 

of tangibles, reliability, responsiveness, assurance, empathy with outpatient loyalty at the BLUD of Balangan 

Hospital. This type of research is a quantitative study using a cross sectional study design. The total population 

in this study was 25,856 patients with a total sample of 100 respondents. Sampling using purposive sampling 

technique. Data analysis used univariate and bivariate analysis with the chi square test. 

Based on the results of the study, it was obtained that the variables of health service quality were related to 

outpatient loyalty at the BLUD of Balangan Hospital, namely Direct Evidence (p=0.000), reliability (p=0.000), 

responsiveness (p=0.000), assurance (p=0.000) and empathy (p=0.000). 

Suggestions for the BLUD of Balangan Hospital are expected to complement the lack of supporting 

equipment/facilities such as dental X-rays, as well as staff to increase their sense of concern for patients so that 

patients feel more cared for. 
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