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EREMT) A, Sopiliiig Ticygiek Regioral Ceneral  Hospitd  (RSUDD de. Soedon
= Straid Indonesiin [nstibete of Trenggabek is mme of the health oreanations helanging @0 the
Hiealth fclonriy Tremggabek district government. The namber of patienis cach year
E il at BSLUID dr. Seedama every vear experiences emabic o ustions.
il o knE gmil com this refers o the guolity of hespil seovices, Service perfommance
an e v Sosdome still nesds o bt of improvement becanss there
are often complaints’complaing from patients aned their Gamniles
abput the unsatisfied service received. Tharefnre, this research
nieds i b done so that i can igBove the quality of servioe and
the bovel of poiwent sitisfaction. The fype of ressanch wscd i this
mxzarch B quantitative descriplive with o population of all
npatiznts. in the Seruni voiem at RSUD dr Soedomis Treng pales
That mewarch sanmipée & a oocal of 6 respondents aken by roncken
samepliag fectui g, Anabysis of the data ased is the percerdage to
determand@he chamewristcs of the reepondenis, o well w
muliiple regression annlysis b debermane the sffect of =ach
independent @ ioble on the dependent vasiable. The nesuls
ubtaingl e TrwelfWes refiatdiite, responsfvencss, assiimice,
emipparhy partially and dmultsneously have a significam effect on
the =atisfsction of  opatiems of  BSUD: dr Soedonso
Trenggabek variable Tengiides or plisical focilities is the variable
thut hes the greatest mffuence an the satisfochon of inputicrs al
R3UTY Dor, Soedonwy Trengealek. It can be seen froam the beto
coelTicient vurinhle anpdbies (X which hos o valoe of 0,358, and
vaflahle aoverames [Xahas a walue of 1he secoml  Erpesi
Bovaived - Delober & 302 amounting te 0,313 compared to the beli coefficient else, namedy
eiparly sl 0220, respemsiveiress (Xoequal to 0207, wvd va
Arcepred - Chetedier 137 2024 miabe] rediatd ity { Xl (L1649
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INTRODEUCT I

The guality of heabth services i closely elated to the structure pheysicall facilites, cquipment.,
fumils, health and non-health workers, and pimienis), pocess  (hispial - mimagemern,  basth
imerperannal. ichinical and nursing services, all Im"h'll e reflected i nedosal @il nom-rnedisal
actons i pati=nt}; and potoomes. Chiokity popects that can be used as indicobors 0 assess the gualsy
aff hospitnl serviess are professiom] appesrance (Clinkeal sspe), efficioney and effectiveness., patient
safety wnd sarisfoction, Service qualiy iz one of the duries amd responsibilities of purses o
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companents who cormy pal thace services, therefore ramses must ke able bt provide sabisfactone wemace
w0 every paticet who visds, the gealiy of this service mwst be applicd in secordance with the
provisins. and :|1|:|Ii.u|::-. cstablished For all health mstitobons, becawse the kevel of soEfaction & -o
heochmark of the guality of service 2 insiuion,

I this ez af globalizstion, patbenl satiafacson s aie of the indicivors of the smeeess of heabih
services in hospitals. Sutisfaction i the emergence of o person’s feelings of plessiane iowands the work
af athars, his wark, supeniors and the work emarooment. SatisEaction will arise if expectations and
raality exquol or exceed the desived expectations. The emergence of @ penee of satisfaetion o o patient
can be influenced by several thangs, mumaely: because the natre af the service recemved can provide o
sense of satisfuction, the siioude of the officer who provides the healib service iseli and the Form of
TR ES TR :u‘:ﬂﬂ‘lu.h. provided Aewar, A, J01.

In Law no. 25 of XM conceming Public Services, it i explamed that she commumity hax the
right 10 get qEEY services in aceordanes with the principles and objetives affervice (Amicle 18]
According o the Decree of the Minster for Empowerment of State Apparsius in 2003, public services
are all service activities carried out by public service providers as an effori to fulfill the poads of
service mwipienis o5 well a=oihe implemenssion of stauiey repalatons. Te achieve patient
anfsEacthon. of coarse, by making effors i provide health sevices in quality heahh isstotions. 1o
ather words, offecers und irstitubons provide pood, effective. and efficient services {Dyojodibrodo.
200k

Peoplie in using the services of o service must 2e satisfaction, The community really
comsklers and sees the quality ol secvice foen medical services il chexoses locations thal are easily
soeessible, Most potential customers will turn omt o be defectives, seeking evidence of competence,
coticern and inteprity Paclens sotsfaction 15 a fundansental meed for health care providers, Sarisfactbon
i5 impartznt, when polients themselves seck heaih services. satistuciion will be o benchmark for
Tumure purc@Bng decisions {Woodshing ¢ al 1989). According 10 Pasolong (2007, there ane Fie
diimesnsions of service quality. The five dimensions, namely sretles, regroratvoiess, mawrance, ond
empatiny. refiability. arc chamcierized by the abifity and reliability to providdBproprate axl et
and refinhle services, Tangbies, chamcterized by the provision of services in the foom of physical
affice facilithes, compuerized  dfuinisracon, waiting meoms, fomatdon e, and g0 o,
Resporiveness, chamctenized by the ability te help and provide services guickly and accurasely and
respnisive 1o consumer desires, Avarrance, chorocterized by the abiliny and friendliness and cournesy
af employess m ensunng comsamer confidence. Empatiy swchamcberized by o firm but dontive
atimice Erodn erpiosec Lowe ards consamers.

Regional Genend  Hrspital (RSUD) dre Socdeana Trenggalek @5 one of the heokth
arganizations beleogang to the Trenggalek disict geveenmant locaced i othe ity of Trenggalek, Bas
Juva. Hospital BESLID dr. Seedemp i= a type © hespilal that provides auipatient. inpatient. emergency
qind specialist services, Currently RSUD dr. Se@8¥no became one of the referral hospitals i handling
Cavid 19 patients. RSUD dr. Socdomo always improve the gquality of servies moosder 1o achiee ithe
expecied argel. Efforts ane beimg ounde wy ixrease e namnber of specialst docions, expand e
corstruction of hospital buildings and sdd service Beilities. Pakent complairds stll ofen ooour due o
ursatisfamory serviees, the high cost of bealth services , very Limited heahih facilities and mfeastnachin
amd vdher tactars that affect paticot satistaction with the services provided by the hospital . Adong with
technological advaroes in the fiebds of medicios and health, the quolity of quality services must also
b improved. Cuslomer oF patienl salshelioh B oa very weporad ting (sl canioed e jgnonsd by
by metters in e health secoor.

The number of mtients each year af BSUD dr. Soedomp every vear expenences ematic
fluctamions, this refers 1o the qualy of hospical services, Serviee performance of the dr. Soedomo
still needs a loi of improvemeal becusse there are ofien complunts ¢ complants from paterts and
their families about the unsafisfied service eceived,

MATERIALS AN METHOMYS

The rezearch design used m this reszarch is descriptrve quonidative, namely tryving e provide
an iecurabe description or caplanation of the problems studeed , incerpret and explain the existing data
sysiematically based onffhe Tacis that appear oc a5 they arc. The mesmrcher wees sapprsach crosy

sevaomal which is vsed s snly the dymamics of the comelation between risk factors and effecis, by
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approaching, abserving or collecting dats sl ot once {poin nae appreack ). This stody will analyee
i qualiny of seryvios in the Inpaticnt Unit of RSUIE dr. Seedeme Trenggabek with putient satisfaction,
The population in this shady were inpaticots in the Serum room ot RSUD dr. Socdomo Trenggalek
with o wnal of 71 respondeni= with a samaple of 80 respoodents mken by sonkon saraeling seolnd e,
T data colbeced foon Llling oul e resporelent’s questionnaire which s primary data i theo
wmmd and anulyzed using percentage anabysis & determine the charudenstics of the m-.pnm:lmtr.
mul'pl-: regressinn analysis o determine 1he effect of eoch ml:hpu'ld-:nl variahle mn the :h:ptrlh'l:
vocibbe, snd calealaied F iesi do determine the offect of all indopendeni variables, This research has
heen through ethecal tests a1 11K Strads Indonesin with number 246 WEEPR/LIL202

RESULTS
1. Uharweteristics of Respandents

B@ed on the results of questisnnaires that bave baen Filled i by @ number of espondents. it
is knwen that ihi highest pereeriage of respondents’ gender is 56.75% female (Table 1), The highest
penentage of respodenis @5 respondenss aged 55 years and over as ouch as 33% (Table 25
Meanwhile, besed om the level of ediecation. the highess percepinge indicates dhaw 36,7% of
mespandents have graduated from high school/eqalvalent (Table 33, The percemage of respondents’
chumcteristocs by [ype of work shows that most of the reepondents (31.7% ) hove on entreprensur bype
af work

Table 1, Charaderistics of Hespondents by Gender

: Toda] 10 |
Ty | Sy M En::nrugc
1 | Mule I 43245
2 | Female j & 8. T
Tabbke 2. Charaderistics of Respondeas by Age
| Tikal |
Mo | Apo Number B c
1 15 24 yewrs it LH%
FE T 7 1%
3 | 35-#yoan L5 | LR
£ 45 54 yoars 11 | 18.3%:
3 = 33 Meurs 21 A3%
Tenid il I M

Table 3. Charuderistics of Bespondents based on Edscation Level

Tl |
My, | Lt Exhication Level pr—— | Praccmizs
1| Blemerdsry SchoolFgyivalest 18 | Hi
|2 Junire 1l | 1R_3%
% High schealBpeyvalentSenor B [ T
High SehoalFaivaient .
4| Uiversitie st c ey u | 15%
Tzl [ Al [ M
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Tahle 4.4 Characteristics of Respondents by Type of Work

e e e 1

No_| Typeof Woek " S— — e —

[1 | Sosdeiw | 7 | 11.7% |

[2 | Farmeswtor | 15 5% |

i 3| Hoisewife i fi kL |

| 4 | Entregrencour | ig | 31745 |

[5 | ivil ServentPrivaie [ K 13 5% |

[ 6 [ Cihems | 5 | L |

| Tl | il | (T |
2. Alultsle Regression Test Analysis

Tuhle | Besulis of finear regresooen analysis analysis of the effect of service quality on patient
satisfaction levels

o Variable Sig Constant
| Targines 0,385
L2 _ Reluhility 0.169 1
3 Respimisivenssa 0207 -1.121
4 Assurance 052
5 Empathy 01230

a. Elfectof Tangibles on patient satisbaction

Fram the results of the aralfysis, it is knewn that Lee = 4528 and @ wble = 2005, This shows
i the valie of Ly > lus. This can be mierpreted Hy o regocied and Hy i3 received. So it can be
concluded that fargilbdes partinlfy beove o significant effect on the sutisfaction of inpatients of RSLID
de, Soodomae Trenggalek. The effcer ofvariables rasgiblez on paticnts wis analyaed  threugh
regression lesling and shawed o positive efiect, with a regression coclfecient of 384, This mews thal
if thevariable tangibfes increases by 1 unit, then mpatiend sstisfaction will merease by 0,308 units,
sesmming the independend variohles 22, 5, X, and X ane constan
b Effect of Retlahility an patient satksfactlon

Thez resulbts of the calcalations that have been carmed ot show that the value of Lge = 21549
and tige, = 2005, This indiemtes thie the value of . g a0 it e be interpreied H o resocted and Hy is
received or it can be concluded that the refiabiliiy & partially siguilosant effecl on paticwt satisfclon
in dr, Soedome Trenggabek. Thevarioble reffabdlioy has 2 positive nluence on impatien satisGction,
with a repression coefficient of 0,169, This means ibat if thevariabée rellabiliny increases by | unie,
thien inpatient satsfaetion will lnenese by 0169 i,
. Eftect of Besponsiveness on putient satisfaction. The

clat dhin has bece analyzed shows the valus of e = 2624 and fe = 2005, This shows that
the vidue 0 Lowe & Laste, It can meritkan Ha e orejecied and Hy i recsivied. S0t can be cancluded that
respondveness partiallvhas @ sipnificani effect on mpatient satisfciion @ RSLUTY dr, Seedomn
Trenpgalek. The resporsiveness vanohle has n positive effect on impatient satisfaction, wih a
segressien coeffichmt of (4T This means that iF thevariable responsivenses increasss by | uait, then
inpatient satisfaction will mcrease by (0 247 unils.
. Effcot af Assuranes o6 putient satisfhction

The resulis of ibe analysis show fhat e = 2,937 and dei: = 2015, This shows that the value of

Lowwn 2 L. This can e mpenpresed Hs o rejecied and Bla 5 oreocivad. 5o @ cin be concladed chat
arvarmnee purtially has a significam effect en mpatizng saisfaction a1 REUD dr. Seedome Trenggalek.
Based om ata analveis, (0w knowi that thestarable pesuraiee bins s positive influence on inpatiein
sutisfaction. with o regressbon coefticient of .32, This means that if thevarioble ssrwramce increases
b | unit, mpeticnt satisTaction will increase by 0232 uaits,
¢. Effectof Empathy oo palbznd satisfacioen

Fromm the resubts of compater cabeulmions, it is knowmn tha e ® 2372 il tees, m 2405, This
showavs that the valoe of toee @ bow. This can be imterpoebed Hi o mejected o H s recerved . 5ot oin
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be conchaded that emathy partiodly has o ignificond effect o inpatient sstisfactiom at BSUED dr.
Socdomoe Trenggabek variable Esipariy hag a positive nfluenss on inpatient satisfoction, with a
regression coefficient of (0229, This means that il thevarnable empatity incrcuses by 1 unit, then
inpatiem satisfation will incresse by 0,12 % uniis,

3. Falest amnlysis

From the ANMOYA test obained Fiaw i3 WE243 with o sipnificance level (4] = 5% and
degrocs of freedom nk-1 = k5-1 = 44 then B (005:54) = 2,386, From the calcolatson resulin
a.':ru:d Foum = 38331 while P = 2386 moans Foan > Paae. This shows that there = 0 positive
elfect of service guolity (rrogdey, reflalaliony, resporslveness, axairmnee, eapariy)oon ihe sotisFmion
of inpeticnrs al BEUD dr Seedomo Te@@zakek. I s case means ial Hy o repected @l Ha 8
received, %o it can ke conchuded that the gaoaliy of =services that inchele ramgebles, relrabiling
FepponaiVeness, aiswranee, eeipradlny simulanecsly significant elffect on patient satisfaction inodr,
Soedomo Trenggalek

MMSCLSSION

Buased on the resulic of mulirple regresaon analysis, fangibles or physical evidence has the
me@ignificont effeel on the satisfaciion of npatients ot REUD dr. Scedone Trengeabek. Tangeibles
are the appemame of physical faciliees, such as butldings amd wailing rooms, the avalability of
pirking spoces, cleanlingss, neaness aml comfort of the meam, md ihe oppeamnce of emplyees,
Inpanients need the necessary physical facilites sach o8 g clean and tdy inpatient room, adecpaate
purking ond waiting recmms, whibs the leved of stefuction with the facdities provided o pabients
variss greatly depending on b babit of the paticit wwards the physical facilitics proveded, ever kel

Agcarchng no Rifos (005} 0P che patient Foels cornforahle with the services in the bospial. the
comfor! will al¥ect the patent's salisfaction s as ko enoourage the patient 1o come back for treatment.
This is m aceordance with research conchicsed by Muriaty (2008), which states that the physical
cvidenoe wiriahle has an eflect on patent sadslactiaon, Resgarch condueted by Hossa (20003
eolucied at Herm Hospital Bedan alse shews that physical evidence has a red influence on patient
decision in asscssing patiend satisfoction

Reliatitity or relability has o §EBificant elfect on the satisfaction of inpatients =t RSUD i,
Soedkome Trenggakck. Refubair st abiliy 1o provide the promised  service lonmediaely,
accurately, and satisfaciorily . With the speed md accuracy of patient admission procedures. the speed
of exmniraison ad reatrmert services for patsente, 1he sccuracy of the hospitad service sehadule and
sutisfaciory services in dealing with pafient disesses, patents will be satichied wath the reliabilite of
il haspital,

The releshility of deckss and mursss 0 Grrying, out bealth services 15 an onponant poit that
alliacts pelicid satslaclion, becau=e e reliabelby and skills of hsahh sorkers io proyviding cane will
alsn leave a2 gored impression on patients. Gond service mwst be coried ot in the fight time and
manmer by the service provider { Pohan, J007). The fesults of this stady are alo the sane & the resulis
abtained by Likaris (2040 and Hasibuan (200% which states that reliobility 15 one of the vanahles that
affedt patien satisfochion.

Binzed on b resales of multiple regression analysis. respeasiveresy hos o significi@E)nfleence
an ingaterd satislaan in RSUD dr. Seedomo Trenggaiek, Sespoiivensst s e abennes of
empboyees in helpmg customers and providing fast and mespongee service. The aleriness of the
hospitnl medseal team (doctore snd  parses) i peoviding assismince 0 pebents, clear servios
information so that it i easy o understand, speed of home st In bandling cvery trursaction, the
sense Of mmderstanding of she medical team wwwands the complaims of potients or patients’ Ganilics
wikich s corsed oul quickly and responsively will imake customers feel cared foa and apprecined so
thiat they will be sarisfied with the servioss provided by the hospical. Acconding w Panyamo {2070,
patient satisfaction i delermined by severnl fictors, including service ofbility, which includes speed .
sotpsiencs, ol sotisfactery handling of eomplaints for paticnis The srvices provided by doctars
amd narses with goed responsivencss will als: provide quick handling of patent compliicts ot any
e

Bazd on dhe resulis of muRkphe mepression amalvsis, aveitfeors'e has a dgnificant effed on
inpatient safisfaction at RAU dr. Soedomo Trengealek . Acvaronoe is the scope of Enowledie, ahility,
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couresy, mnd mstwarthiness of employees. The existences of guorantzes provided by the bospital sioch
s the know badge andd ability of the medical scam m establishing a dscass diagnoesi, the ability of the
micclical temrm b mstill trust nopatients, and Fnendiiness ., stbentiom and courtesy m providing services
make patiemts and their families beleve in the hospital's atsliy te eot amd seree patents o that they
will Tael satisfied with Ui serviees provided by b hispital Acoosding 1w Pohan (20075 leabh
services must be sabe for bath patients, service prowiders und the surpandmy commumity. QnoEky
hewith services must be ade from the sk of injury, infection, side effects cansed by the heakth service
icsedf, therefome if B bt to develop o procedune that will ensare the safety of all partie

Based on the results of multiple regression anulvss, ampathy has o significond effect on
inpaticed srisfoction ot BRSLD dr. Seedomo Treogzakek, Eaparky s the indiyklual siemion that the
Tiospieal gives v patients, such i the ese of using the servioss offered . The abiliny Do consmumicale m
convey mformation, personal altention and understanding the needs of putients. Basicully, people who
s being treated o poopbe who pesd other peophe e recovers scally need (e stention of the peeple
who ar needed, Tharefors, the aiterdion of lospstal employees. both medical and noa-medical | readly
needs (o be done o msake customes (mpationts ) saitished. Parasaraman (200G) :-il..:.ﬂ'Jlal. atlenticn 1%
ot of the dimensions of servioe guality (had offec service customer satisfoction, The resalis of this
study are also i sccordance with the ngZYx af msearch corducted By Devivanti (20151 which staes
that there is an influence of aiendeon on patienl satistactson.

The results af the F lest amalyas show bl the secvice guality which conssis eivanables
fanpibivs, reffabiliiy, resporsivegecs, avemmee, o simulaneosty has o significant influercs
an e satisfaiion oF inpatenis at RSULDY dr. Soedoma Trenggalek. This & wecanse o the semnice
busmess, service qualdy s an mpocant thing snd must be done o well as possible bermee ihe
applecation af quality os the natue of product achievement ar pedormance is o magr part of ihe
company's strabegy in this case the haspital, i erder o pclieve sastainabde cxcellence, bodh in leading
he macket aned siragegy for conlinoed growile

COMEYLUSHMN

. Twsgibler, reftabiliey, resporsiveness, assmiwice, espanin panzolly have o significon effect oo
the silbsfaction ol iopatiems i REUD df Soedoosts Trengeal el Then: id o sgnificad rangiife
effect nn the salisfactiom of inpatierds al RSUD dr Spedomo Trengobek with o beue of 4525,
There punfluence of reflafdlee a agnificanton the satisfaction of mpatients at Dy, Soedoam
Trempgabel Hospiad with a toge of 2,150 There isoffect of regraneivencix a significanton iha
safisfuction of mpatients at Dr. Secdoma Trengeulek Hospiinl with o toaw of 2624, There i a
signilicant wavargmee effect on the saisfaction of mpetents al dr Seedomo Trenzpgabek Hospital
W @ Laws 0F 2937 There is & skanificam ewpaihe clliocn on e salsrciion of mpaients at o

sy Trengmlek Hospital weith o, of 2372

A pibder, veliahiliny, Pespodsiveness, aesurciod, saiparly simultanecusly (ogether) Bave o
signifieant effeet on the satisfaction of inpaicats st RSUD de Seedomo Trengealek, Thie can be
e fmom the resuls of the F test which shows thal the F oap (19 243 & Fiee (2.386).

i Warahle Tangibdes or physicol focilities iz the variahle shar hps the gresiest influence on the
sytefaction of inpatiens ar BSUD di Secdoiso Trengzabs, This can he seen froe e bes
coeffickent of the varinble smgdéiley which bos o value of 0388, and the ssovrarcoe has the seomnd
Barpest value, winch s 00303 comapared 1 the other beta cooffickens, mmely emparfe of 0229,
reaperviiveneny ol 207, and reffability vanable of 0,164,

SUGGESTIONS

Soane supggestions that can be submined based on i§Eresu s of this sy are as folloss:
l.  REUD dr. Ssedoms Trengealek Hospital §@@3xpected b improve the quality of services pravided
o opatients, congidering (hatvariables ranpifdes, reliafling sespeasivenees, avephance, and
ety play am mporan robe in ehtaning inpaisnl sisfaction. tall one.
REUD o, Seedomsr Trenpgalek s expected o increase the friendliness and core of needical stalT
(nurses ) m dealing with mpatients. Deciors. shoubd he mome pumctunl in their exomimations and

| 3]
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e respenses ho mpetients quickly und precissly sa that they con mersase mstovabiom far
paisnits who want 10 recover.,

3. RSUD dr. Spedomo Trengeubek is expecied w0 improve the quadity of homem mesources by
providing training sech es; eocelfen services and elfecive commumication, It is haped that
s can pooy e mforrnation and eduacalion e paienls regarding th [realneal given.
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