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ABSTRAK 
 

 
Rumah sakit adalah organisasi fungsional yang menyelenggarakan pelayanan 

kesehatan tingkat lanjutan. Persepsi masyarakat tentang kualitas pelayanan, bermanfaat 
yang dapat memberikan masukan peningkatan kualitas pelayanan kesehatan. Tujuan dari 
penelitian ini adalah untuk mengetahui tingkat kepuasan pasien pada pelayanan petugas di 
ruang rawat inap RSUD Oksibil.  

Jenis penelitian ini adalah deskriptif kuantitatif yang dilakukan di RSUD Oksibil. 
Populasi adalah pasien rawat inap di Ruang Interna bulan April 2020. Jumlah sampel 
sebanyak 71 orang secara random sampling secara purposive sampling. Data diperoleh 
menggunakan kuesioner dan dianalisis secara univariat.  

Hasil penelitian diperoleh Tingkat kepuasan pasien pada pelayanan petugas 
berdasarkan keandalan (reliability) dalam kategori puas sebanyak 43 orang (60,6%) dan 
tidak puas sebanyak 28 orang (39,4%).  

Daya tanggap (responsiveness) kategori puas sebanyak 49 orang (69%) dan tidak puas 
sebanyak 22 orang (31%). Jaminan (Assurance) kategori puas sebanyak 38 orang (53,5%) 
dan tidak puas sebanyak 33 orang (46,5%). Berdasarkan Empati (Perhatian) kategori puas 
sebanyak 26 orang (36,6%) dan tidak puas sebanyak 45 orang (63,4%). Berdasarkan bukti 
fisik (Tangibles) kategori puas sebanyak 30 orang (23,3%) dan tidak puas sebanyak 41 
orang (57,7%). 

 
 

Kata Kunci : Kepuasan pasien Pelayanan Petugas, Rumah Sakit 
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DESCRIPTION OF SATISFACTION WITH HEALTH CARE  
SERVICE BY NURSE AT INTERNA ROOM OKSIBIL  

HOSPITAL PUBLIC 

By:  

  

BUDINA KOGOYA 
NIM. 20170721014043 

  
  

ABSTRACT 
  

  
The hospital is a functional organization that provides advanced health services. Public 

perception of service quality, which provides input on improving the quality of health 
services. The purpose of this study was to see the level of patient satisfaction at the service 
of officers in the inpatient room of the Oksibil Hospital. 

This type of research is a quantitative descriptive conducted at the Oksibil Hospital. 
The population was inpatients at the Interna Room in April 2020. The total sample was 71 
people obtained by purposive sampling. Data obtained using a questionnaire and analyzed 
univariately. 

The results showed that the level of patient satisfaction on services based on 
(reliability) in the satisfied category was 43 people (60.6%) and not satisfied 28 people 
(39.4%). Responsiveness in the satisfied category was 49 people (69%) and not satisfied 
22 people (31%). Guarantee (Assurance) satisfied category 38 people (53.5%) and less as 
many as 33 people (46.5%) . Based on empathy (attention), there were 26 people (36.6%) 
and less 45 satisfied categories (63.4%). Based on physical evidence (Tangibles), there 
were 30 people (23.3%) in satisfied category and not satisfied 41 people (57.7%). 

 
 

Keyword: Satisfation Patient, Health Care Nurse, Hospital Public 
 

 

 

 

 

 

 

 

 

 

 


