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Sumenep District
Susiyani’, Ratmini® ABSTRACT
| Hexnh Censer Rags Semesep Cusality hospital servicss ane always & hope for every user

S h“h'"”i_'_’" Emlituts of of health services und along with the development of scienee and

Flealih: Sclences iechnolog people ar ncressively critical I assessing health
services, The purpose of this stady was te onolyze the effect of
loyalty arsl res ponse time on Qe guality of ourpatien serviees amd
mitierd zntisfection n General Hospitd dr. H, Moh. Anwar,
Sumeiep Repeney . The dezizn of this iesearch 2 an observational
juantitative shudy with a crass sectional approach with the tocas of
the reseurch direcied ot anahyring the effect of lovulty and respanse
fi e an (b gusl s outpotient services and patient satisfaction in
Cieneral Hospatal de. H- Mol Arovar, Sumencp Regency . Tha fodal
pequlation iR | mspondents and o sample of 109 espondents is
iaken by ihe Aceideniol Sampling technigue. The firdings showed
that most of the respondents had sfficient cotegory bovalty@s
iy s 56 pesponderits (3 14% 1 Muostof the responderss rited the
nesponse e in the meadivm caegory os many os 56 respondents
(31.4% ) Moat of e espondznis have o moderaie category of
service quality as @uoy = 55 respondents (30.5%), Mot
reapandentssatizficd a5 many 8 65 eepondents (32465 1, Based on
ihe results of the Linear Kegrossion analysis of the service quality
witriable an wiilization, it shows that the p-valee <005 then HO s
rejected wod HI s sccepted, so it can be conc ludedd that thene iz an
iefTeence of lovalty and response tme o0 e quality of sapadient
services and patient sitisfzction in General Hospel dr. H- Moh,
Arpwur, Sumceep Regenes, [t is cxpecied dhad rospondenis con
provide comsbructive inpot and  criticism s that the services
provided com be in accordanee with wh bs expeced,
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INTROUCTION

Haspital is o health service institutiom that provides complede individual healih services that
provele inptient, outpatient, @l emergency services. Tn be shle tn prosade excelient service. 1o
patienits, Bospitals are reguimsd to have effetie kadership. Thie ef festive lehdorshep & detenm ined by
a positive symergy botwoon hospital awners, hospital directors, hospital leaders, and beads of service
unif work urits. Hespitad direcors collaborintively operste bospinls teesber with leaders, heads of
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wirk nas, and eervice anils bt achieve the sed vision ord miczion ond have respensibilities m
mmaging quality imprevemcnt and patiend srfety, conract managemeat, snd euros manigement
(KARS, 2007 ).

The ymulity of quality hespiml services bas slways been 2 hope foreveny nser ol bealth services
and aloag widh e development of science and lecknology _people are mereasively eotical in assessing
health services. Forthis peason, hospitals muost continee 1o improwe the guolity of services provided m
accnalzmee with the needs of health services and =ervices relaled in patient nesds, which ane gasily
sopeseible, fast and socarobe, gankny services and of course ot affordabde cosis (Bustama, 200 1;
Mursalam. 2001} 2015},

The guality of services at home must of course be suppored throogh 3 aspects. nomeky
throiagh: structuretingul, roeely all reamices posded o camy oul aciivites husan, phisacal ad
financial resmarces), process, namehy all professicnal imteractions between service providers zmd
recipients of bealth serviees | service procese), and the saupt ie the reault of heablth services {aspecs
af melicnl serviees, efficieney , service coversga, and patkent safery) snd the final result produces an
siwteomee in the Torm ol patient salisfacton Mursalam, 2005, [mproving patien satsgaction can be
dome by applving the Professional Nursing Care Method (MAKF) with the ieam metho), Previcus
st les explamed the imporance of eany methocs hot focused on sirategic management Uy udinnn &
Ml ity 2015,

O fomma of muraing servieos i cader o isprove serace quality & o provide o hgher sense
of responsibiliiy For nurses so that there is an incresss o work perfonmancs ond potient satisfaction.
This mxsing service will be mone smsiying of course with the applocation of the professmnal nursing
care mocke] or MAKFE becinse patiens satisfiction is determined hy one of them with optimal nursing
services | Fisbech, 200 11

The application af the profeszional feam nursing cure model, if the respongbilites or mles
of muizes bath in temms of ddoecumentation, weigh-in, pre post confemnes, nursing roande, nursing
supervision amd dnag centralization) ore oo camed oal propedy, which means dhin the work
perfonmmnce of puses abo decreases (Nursalam), . 2015F, The declime in the wark. perormanos of
murses con resnlt in low nursing cire services anlf dissatisfied patiends. [Tihe patent = ot satisfisid,
ity nuber of paciens (BOR ). o s decreases, which means o decseass (n hospical ineome_apd 1 ihig
continees it will hove an anpact oo the development of the hospital, which in the end olso afbecis
nurses i providieg narsing care and afse the ewands reccived, nurses, s purses becomie lozy w
work.

Health care standards ave pert of e healih service isell and play an iegomam mbe in
owercoming the probkem of the qualay of health services. [Faheahb care orpimizition wants to provids
queality bealth servaces in an obedien or consistent wamner, ths degive mu= be tmnskased o a health
service stundand nr operatienl procedaral stmdard . Health service standurds are an orgomzational toal
o deseribe the quality of healih services o operational terminsbogy so thit everyone involved in
headth services will be bonnd in g syabem, wisther patents, bealth ssrvice providers, bealth care support,
arihe mEnagenent of healily ey oe arganieations , and will be nesponabble for acoourtabilicy in canrying
o 1h¢-'ia:5__p|:1.'l:imdu1i:5 mnil rbee {Imibabo, XM 5},

Based on the sbove conditions, e aut hors ave interested in researching the determimants that
aftect the quality of cutpstecnt services om paticnt satisfacton 0 General Hospital de. H. Moh_ Anwar,
Sumencp Regency

MATERIALS AND METHODS

In thix studhy, the researcher vsed oo obserational guantiative design with o cross sectional
approach, which is a soudy e stady the dypamics of the correiation becween risk Tnctors and efTects, by
approsching, obscrving or coelleeting diga all ar once (poEm tene appaoachl, that s, cach subect The
stndy was observed only opod 2 measaremenis were mhade on the aamis of the charscter o vanahie
uf the subjact al the ime of examination, Thic dos pol mean thot all resesrch sohpects ae observed ot
thir s tirng (Sockbdjo, 200021, This rescarch will analvecls offoot of lof@in and response time cn ithe
quality of outpatient services und potient satisfoction m Geneml Haospital dr. B Moh. Arwar, Samenep
Begency, The wial population i 270 respondents and a sample of 109 respondents is taken by ihe
Accidentad Sampling echnsque. Data malysis using path soadysis st This research has gone iheaagh
am etharal test with the number SK- 230K EPR L2020
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RESULTS
Tuble 1 Resalts of puth amabysis analvsss the effect of lovalty and respanse time on the guality of

oppatient services and patieo sutisfotme in General Hespind dr. H. Meh, Aowar Sumenep
Regency wheth was held on 1-240 Apeil 2021 with a welal of WS respambents

— 533
Layafias
(1) a0 e
- Kmalifas (LGET Kepuean
peelevanan (1) (]
Repaa Tumid L -
53 ]

it The Effect of Loyady om Service Cuality
Based on the resalis of the Linesr Regression analvals af the family suppon vanshbz
an utilization, 1t shows that the povaloe is DO <005 then HO is mjected md HE s accepled
so i ocan be concl@d that dhese is direcaly influence lovaly to the qualay of capatient
services al General Hospital de. H. Moh. Anwar, Sumenep Regency,
b The Effect of Respome Tume on Servioe Craaliny
Basedd an the resalts of the Linesr Repression unalyvsis af the service qualicy variahls
ait utilization, it shows that the pevalue is D006 <0005 then HO = mejected and HI 5 accepled
s0 i cun be concluded that there is directly intluence respemsne gianeon the qualidy of cubpatient
services at General Hospiml de, H. Moh. Anwar, Sumenep Regeney,
. The Effect of Loyalty through Seevice Quality on Satishction
i Knoswn bt che direct influenoe given By loyaly i serveee gualiny 150533, While
the imddirect effect of levalty throwph service quality on sadisfaction is (0020 3 66T = 0080,
Then ther effect of atal loyabiyv through service quality on epsfaction B0S35 + 0080 =061 3,
The total effect vakae s 0513, st can be concluded that there 52 an effect ofloyahy through
he quality of outpatical serviess 1o paticar sMisfoction in Gencral Hespiml de. H, Maly,
Anwar. Sumenep Regenes,
i,  The Effect nf Respomse Time Thoough Service Cunlity on Satisfactiom
B is knovwm that the direct effect given by the response time an the gaality of serace
is CLS82 Whide the indirect effectresposse Dmethroagh service quality 1o satisFaction is (LRE]
x DBAT = 10,568, B the effect of talal response time through serice quality on sabisfaction i
0582 4 580 = 100, The iotal effect valee is 117050 it can be concladed that there is an
elfect a@eponse trne lrowgh the guality of oupatEent services oo palient satisfaction in
Gieneral Hospital dr. H. Moh. Amwar, Sumerep BEegency.

MSCUSSION

A

Uimipeat B Loyaliy At De. H. Moh, Anwar General Hospital Sumenep Begency

T resuhia ghowed thar most of he egpandents had ailficlent coegory Bvalty m many
s S orespondems (3 14% ) In addition, o number of 29 respondenis (26065 ) hove good calegory
bowaley . Whibe o number of 24 respondents (BB ) hove low Toyakty calegoey,

Sulisma (201 1), sail that knalty is prouped ks two groups, namely bond loyaliy and
sone loyaly. Consumer boyalty con be definsd as "o favarubie atitade wwards o bramd that is
represeried in consigiend posclises of hat brad over tme".

Eetvan (20 |}, revealed that comsumer kwalty is delfined o5 0 measure of cusiomer
kovalty m using o product brand or service hrand af a cerfain time in 2 situation where there are
rary choices of progiects of ser@l3 = thm con woet Theie peeds and customess have the abiliny o
et dheon. The level af consumer kovalty to a particular §8d or svice depends on several factors.
saih as the cost of switching g0 pother goeod or serice, the similaricy in qualis, quanticy e service
of the type of suhstiute goods or seevices. e rsk ol changes in cos due i snbarituae goods of
services. Cidabasy (30004}, explains customer bovalty as o tendenoy,

Existing nesearch staies that ovuliy 25 o meal behavior that is comsistent over time, The
approgch o fovalty canmot b seen a3 a comprehensive thing aboud the factors that couse loyalty,
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bt loynlty con be foemed frivm behaviare. Chver the post few decades, lovalty hos been stodied
using an afsude approach, this s reflecisd in one of thee by the desine 1o recommend seryvics
providers by others. However. with the pussage of time and many studics, nosearch woth behoviocal
and aniude opproaches 1w loyahy has developed, such &5 the elemenis of loyaby developed by
Feitham@ et al (M1 5

Axpects thit offect patent loyolty ore sitisiaction. which is o compurison bebween
expectations helare performing with perceived perioemance, emtional bonding, whene patiends
can b affccied by a hospital name that has be own charm, 20 that patients can be identi fied in ihe
hospital. & hospatal nome., Trust, mamely the willingness of somcone to entnst o compimy o7 a
horspitol moeg 10 peform and carry oo a Fanction choice reduciion anhabis oonvenience | patients
il Teed Cormformabile sith o Tospiia] e when making irsrsacieons proyales coovemionee.
history with the company (evperience with the company b, numely the patient's experience with the
cadrspany cub shape behavior (Paud, 2000,

Based oo the nssulis of the sidy, it was foand that most of the respordents had sufficicnt
foyally o the savices provided by hospital bealth workers, where this was becauss paticnis
believed thar everyihing thal health aarkers gove o putients wus the best, Soothat paticrds follow
all instructions given by afficers and even patiems are willing o queie becaise afl patients mst
b zarved well when checking ther illness. However, there are some respondents who have bow
kovalty where this is bocmss ey feel obipeied fo having io waita long rime e quess for semvioes
and likewise doctors are less deiniled in examining patient complaints,

Rexpon §& e Health Officer s Tie, HL Moh. Avwar GeneraBlmspital Sumenep Regency

The nesiulis showed that most of the pespondents mred the response tene in e mediin
calegory as mumy a5 56 respocdents {51 4%} In addibea, a mumber of 27 respondents
(24 3% pascse the respoise time categery slow, Meanwhilbe, 26 respondents {23 8% pated b
n:ap.mwmm in tha: fast CHEEOTY.

Waiting lime is the tinee used by patients o gt healih services froun the registration poin
o entering the docior’s examinatif@mom. Patient waiting time is one component that has the
petential b caise diseatisfaction, The Bength of pakent walking dme sellects how the Bospiial
marages service componenls that are tutlored to the patient's sihsation and expectations |Depkes
RL 20040,

The category of distance between waitimg bime and examination tene which 15 estmmed
e e satisEaciory or wiealis Gy [ the patem., ansing athers, ks when the patient comes from
registering to the counter, quening mnid waiting for o call ta the zeneral polyelinic (o be anafyzed
and examined by a doctor, narse or midwilz for mare than S mines { ald caegory ), 3 - §ED
mimutes (medivm culegony) and 3 mmudes {fost category ). Waning times m Indones@ ane set by
the Mimisiry of Heafth (Kemenkes) thaough minimum service stamdards. Bach hospisal or heakih
pepter mmnst lollow the mmimoam service slandiands reganding this waitiog time, The muimun
service standand m o cutpaticnts based on the Minisoy of Health Bumbes 129 enkes SN2
i bexs cm'uulm i1 mimudes { Kemenkes, 113}

T speed snd accuracy of the aesistance given o pofdnts whae come to bealth facilities
requine standands ascoording #o their comipetence ard ability 30 thai they con goarantes o heubih
et with @ st response time ard appropriate iecotnecnt, This con be achicved by improving
BBt bfrasrnctuie. Luimai sesodices and hospital makgemest according 1o standands
iKepimenkes, 0/

The Canackan of Associabion Emergency Physscion{ 201 2) wrmae that the mcudence af lack
of swetchare for handling acuie ¢ascs hos & seriows impact on the amival of new patients who may
bz in very critical condition. The Amencan Colbege of Emerpgency Physiciun (213} wriles that in
hospitols experiencing problems with the large umber of patients who wand 10 pet services,
placing & dostor i the mage dea can sposd up e process ol dscharge of discharge & man
patienes ardd hebp stan weatnent for patienis whode condition 5 moee 6. . Gireen, etal. (2014)
which suppests that very small and simaple changes in statfing hove animpact mn delays in handlimg.

Erom the resulis of the stody the pescacchers found theat the mesponse time given by health
wiorkers wins averadl inthe fast category . This con happen because the management system applicd
im the: hospiml is well erganized where tbe functional position is very prafessional, The responsa
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time terels bo he fusier in the moming whils o the aflemoome it i less st duoe to the large goeoes
af patkents doeng heabh chocks, However .oven though there ans many paticnts queuing, all paticats
can be served inless than 60 manales.

Oraality§B) Dutputient Services ol D, B, Mvh, Anwar, Gemerad Hospltal Semenep Begency

T desu s slwwsaond that mcsr of the pespoadents had a moderate calegary of service gaaky
os murry a5 55 respondents (5005%:), In addition, 2 mamber of 289 respondents { 2665 ) hove 8 bow
seqvice yuality catzpory . Meanwhile, o pumber of 25 respondemts {22.9% have a high sepnice
quality categon

Servioe 15 an nolivily ar o senes of inoes that ane myvisible (cannet be kaached ), which peouar
due o ierciions between consumers and employess or other shings provided by service
piw iders that are intended i sol ve consumer probileins [ Winassih, 2005).

People us corsumers certaindy want guality services. Service guality is defined as the level
af eaeellence expeciod and contrel over the bevel of excellence: w0 moet costomer desives. Servies
quakiy cam be ivterpreted s e ffent b fal 0] consumer poals and desines as well o the sccumcy
ol e Ii'.' in badansing consumer expectalions I;Ukhd'_au.i._ 20040,

O of the services thi i3 widely used by the community is health services, Ulilizaiion of
health servkoes by igkng e service fachliies provided either o the form of oapetient care,
mpatient cure, home visits by health workers or other forms of activity from the uee of these
serviees basad on the pvailahbility and coatinaity of serviees, poblic aceeptancs and fairpoas, camly
aceessible by the community, offerdabde and quality {Anwar, 2014},

Oeod services are health servee@ihat ave availuble o the community {scceptahlbe) amd
sustuimahle (susininuble). This means that sl types of henlih services needed by the commumity anz
found and their presence in tee conemuniny & available @ any tme of need. Healh services mist
be reiscmable (opproprisie) and ncceptuble (acceptuble) by the community. This meuns that the
bzl seviee can gwereome the health probleme foced, doce o conflict with custonms, cubiune,
bizliefs and belicfs of the comsmmmity, and is unnamiral, B oot a condition of good health services,

The lecation angle is casily socessible by ibe commmnity., o the disinbaton of health
farilities is very important. Covernge of auxiliary Rcilities o determime effecive demand . 1f the
fackliny 15 easily accessible by oging ihe avalable means of ranspomation, this feiling will b
widely wed. Past user levels and trends ure the best indicators of shart and Eong term changes in
future demand,

The services preled are affordable (2foclable} by the community, where the cost of
these sarvices B osought inaccorlanee with the econmmec capiciy af e cmmminity. Expensive
helth services muy omly be enjoyed by some people. And dhows the leval of perfection of the
health services provided tquality’qualing ard shows the healing of diseases and the safety of
uchipns that can salishy service users in acenrdance with established standards.

From the resulis of the stady, the researcher arpues that bealth serviess st have vorious
bmsie requircments, nameky the basic regquirements thal inffuenee the community i delcomineng
their chiice W wse heall services, The services needed by the community in peneral ave healih
services lhat are available i the commamity unid sustnmable, health services must ke reaseoable
and-pecepinbhe do the communiny. locstons are easily aceessible by the commwmty, the serviees
pravided ame affordible and the peclection of heafth services provided. With good service. i will
anroct peopks e oose health facilities propedy and wisely
Pathent B sfaction at Dr. H. Moh. Adwar, General Hospital Sumenep Regedicy

Tz pesulis s hawand tial et of the respondents wens s as many ax 63 respoidenls
1539 .6% ). Memwhile, 44 respondents (40 4% § soil they wene nat satisbed.

Understanding the patients needs and desines = on imporial facker affecting paikent
safisfuction. Sutisficd patients one a very vahluable nssel because i putiands are satisfied they will
continue 10 wse the service of their chaice, bug if patients ane noy sasfled ey will el fwice
mmuch o edhers aboul e bad experience. To creale patient salslaction, healih Facifies mast
crean: and nsanage a system iooebiam more parienis swd de abiliay o senin patients | Hendawan.
HBES)

Paticnts o sici@eple who are treaed by doctors and ather health werkers in proctcs
(Y wwono, 200 7L While satisfactian 15 a persan's feeling of pleasare thal comes from a comparison
between the plensue of an activiey and a prxhact with his expectmins (Nuarsolam, 23065,
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12
Mursalam (20 16) dates that !i:ﬁ:l:ium is 0 person's fecling of plensare or disuppoirdment that
areses afler comparing his percepti@ or impeession of ihe performance or resulis of a prodoct and
his cxpectatians. TEptoon {2014} argues thal customer satisfoction i3 an emodional responsa o
eipericnges laed 1w cerain purchised produsis or services. retall cutlets, of even behavioml
paterns (el 45 shopping betavior @ huyver behavior). as well & ihe market &5 a while.

Acennding to Y ami (20 7}, custiomer satisfaction & the resald (macome ) that is falt on the
ke -rrl'pmmtu anid services, equals ar exceeds the dexind expectutions. Meanechile, Pohan | 20014)
spbes thin patvert satisfaction is the level of pathont foelings thet orise s o reault of the pedformance
af the health services he gots. afber the patient compares with whit he expects. Ansther opinion o
Mumik (20850 that patient sotsfaction is an evaluatbon or assessment afler using o service, that he
wrlevtiod serwice ol lis) modts or g ceeds e pecialhnm s

According 1o Wigenn (2014) several things that affect patent satisEaction wre the
approgeh and behiavier of offwess, apecially st the e of e fist vieit, the quality of 1he
enformateen providid. the appointvent procedurs, waiting time, heabil checks and taking drugs,
public Gacilities m bealth facilities and the resubts of (he vatment received. .

Patient safisfocizon is o benchmark thad the services pasvided by health workers are good
of bk, Patlent satesfaction bs influeresd by sarfoos things. namely the <unabilicy between pathent
eapectmions and the reality thet patients encounter in the field, the second form of service during
the servies process i provided by heakl workers, persenal behayv e of bealth workcrs 1o patients,
atmeasplers and physical conditions of the cnvironment thar nre managed. by hospital staff, fees or
prices 1o be paid by mutients and prosmsxons or sdvertisements that ane in sccordance with nealiy .

From the resulis of the siady, the researchers argus that the case of most patents: being
catisfhedd with the servbees prowided By healih workers in [ndonesss hosphalhecass healh workers
are able ko serve patients very well, heullh warkers hear putient complaints end respand to them do
ript distiviguish between TEN and non-JEN patients. I oddigbon, the Tacilines and infrastnsctung
available athespaind very complete and has a clean envirenmen

E. The Effuct of Lovably on fhe Quality of Outpaticnt Services al Dre, B Mob, Aowar, General
Hnspital Sumenep Kepeney

Based on the resalte of the Linesr Regresslon analvss of the family suppon vaeiable on
ulElizatpon. it shows that the povalue = 040 <2103 then HD i rejected and HI s apcepted soetcan
b eonrchaded that theng is directly inflisnee Sealny ke the quality of uipaticnt services al Gerral
Herspetal dr. H. Meh. Anwar, Sumenep Begency.

Pl as corsumers Certingy want quolity services. Seryvice guality isdelimed as te vt
of exeelience expecied and contral over the level of excellence to mest cusiomer desires (imas
and Chetadord, 2014} Servece qualiny cam be inerpreted as an effort e fulfill consumer needs and
desimes a5 well m the scourucy of delivery in balancing corsumsr expectatioms | Dimas and
Ciktafana, 2014)

Cood services are health servee@ibat ane avallable o the aommunity {aoceptabbe) amd
sastabnabile (sustabnabhe). This mears thar @l iypes af healib services needed By the comeuny e
foundd snd their presence in the commamity & avatlnhle & any time of need. Health services mast
b ressonable {appeopratel and accoptable dacceptablbe) by the communiy, This means that healih
services canavercame the health problems faced. do not conflict with customs, culiune, belicls and
bzliets of the communiry. s ane aenatoml, sot o conditen of good health services (Suryome,
3.

Thoe posde Of onlpaticnl seryices (nchude providing comsoli on to petiens whc nocd e
apaninn af @ specialist doctor, with emment or not and 19 peovide Follow-up for inpatients who
v been alkvaed s po bome bor their health condiion =il newds 1o be conirelled, Outpatient
snomld have o oomborisble umd pleasart envirenmert for the putient. This s impaordant (o nabe
bexcause it is (mom corpatient meament tha patients get the first impression aboat the haspisal, A
ool atpat end envinsmnend should be spacious enough and have gosd aiecirculation, combotalye
sraimg. anractve furnite and no deairbing sonnds,

According o the researcher, several things that most be improved are relsted i b
patient s eonfcencs in the shilitecs of health workers, where mos of the respondents do ned belicve
en the ahilitics of bealth warkers. This is also becuuse officers are considercd slow i pesponding
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to complaints made by patisnts. This coses the serices prowided are e<s m Dre with palent
expretations

The Effect of Hesponse Time oo the Qruakity of Outpatiest Services ol Dr. [ Moh, Anwar,
General Hispdtal Sumenep Regeney

Bassed o the pesalts of the Lines Regression analvsi of e servioe quality variable on
ulilistion, it chowe that the povalue 20 00T 2105 then HO i cejected amd H s nocepled sostcan
b= conchided that there is directly influence respoease fuweon the qualety of outpotient services at
Crenerol@epital dr. H. Moh, Anwar, Sumenep Regency

Hespital &2 2 health service instistion that proveedes complete individual health services
that prowide inpatient, oupatiem, ol emergency services, To be able w provide excelien
service (o patanis, lospitals e reguiced s have efective halership. This elTective leadership
- determined by o positive cynengy between hagpital owners, baspital directoes, hospital keacers,
and heacks of service undt work unite, Hospital disectors collaboratively oporste hospitals
together with beaders, heads of work units, nisd servics umils fo schievs the se visionand muisson
and bove responsibililics momanaging qualily improvement and  patient safcty, couract
margpement, and esource management {KARS, 27T ).

T ol ity of qualin hospiaal sesvices s always Boen a hope Tor evary wser of healih
services and alomg with the development of scwence ard lechnology, people are inceasmgly
criteeal in asseasing healih serviss, For this reason, hospilals must contimes o improse 1l
quality af services provided in necordance with ihe necds of healih services ord services relaied
o patkent needs, which ane easidy accessble, Fa and sccunte. guality services and of course al
uffrrcluhle costs (Basnmi, 200 1; Mursakam, 20115, 2015)

Lz Torm ol narskng services in oqder [o impiove sery e guatiny e i peovice 3 higher
sensz af responsihility for murses so tht there = an merease m waork performance and patient
safisfoction. This nuesing service will be mere elsfyving of course with the application of the
professicoal nursing core medel or MAKP bocimse patient satistaction s detcrmined by oo of
themn with opiemal nursiog scrvices (Fisbach, 2001 b

Heulth care stoandirds are part of the health serdice itsell and play an importaint fals in
OVETCOMING th peoblem of th cuialdicy of haalth serveces. [T 8 heplih care orpanizatksn wanis 4o
prowide guality health services inan abedient or corssstent manner, this desine must be translated
o @ health servioe standard o eperational provedural stopdand, Health service standards goe an
orgamzational teal ke deseribe the guality of heabh services ino operimmal temminology so that
evieryone invabvied in beallh services will be bound noa sssiem. whether patseris, healih service
praviders, heahh core suppart, o the mansgement of bealth service organizations, and wilf he
responsibde for sceoumability in camrying out their respective dulies and rodes {linbaloe, 2005},

According fo researchers, patients expect the best service, but the bed service is ofien osed
by many peopls. causimg patients wh seck treatment of that place m b willing o quese up 1o get
the health services they want . With thes iemdency o waid m line, pmenis aften foel bonod ard dend
o jusdge that Pezalth woekers do ool undersaacsd paients, Mareover, due o the large awnsber off
quenes, patients are less well served. S0 thal petienis tend te judge that the s=rvices of heualth
warkers sre nof i line with expectations,

The Efcct af Layally throough the Queadity of Ouipatient Services on Patient Satisfaction in
e, H. Mob, Anwar, General Hospital Sumcnep Regency

[ s kpwwan that the divect infloence @lven by loyaby w ssevine gualiy is 0533 While e
idivect elfact of loyalty thigh sery boe gualicg on <ais facton is 001 200 5 00T = G, Then the
effect ot todal Joyully through service quality on satisEaction is (0533 + 0080 = 0613, The ol
cifiect value ia 0413, 5041 can be coneluded that these is oo effect offovalty thmoogh the qualicy of
outputient services o putient salisfuction in Geperal Hospetl dr. H. Moh. Anwar, Sumencp
Regency,

Hizalth services ane am improriant Gaceor in impeoving the hizalth and welfare of every
b being theaug hout the wi@l). Accoeding o Law Mo 36 of article 1% @009 conceriing
health, explains that everyone hus (ke right to obizin health services and the govemment is
responsibls for the availability of all forms of quality, safe, efficicnt, and sfferdable health
ciliorts by all levels of socicty. Une of these cfforts is o increase the avaalabslity and equity of
basic bealih faciliies such as puskesmis incach region (Bappenas, 2013},
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Service quality (service quiality ) con be knowr by comparing the perceptions of consumaens
o the sarveoss they noceawe with the serviess they. aeiually expect on the sorvice atinbutes of a
oommpany. Service quality is perceived as good and satsfactocy i the servioe moeived or perce ved
by as expecied, i the service received excoeds consuner expectmions, then the service guality s
pesceived @ very pood and of kigh quality. Seffiee quality is perceived as bad iF gy sefvice
received is lower than expected Camozal. Hbld). The gquality of bealth s=rvices refers i the level
af perfedion in the n.pp:ﬁ.rum: of health services thit can satisfy every user of heabh services in
accordance with the bevel of satisfaction of the avesage population,

Tha rezearcher believes that understanding the patient’s needs anid desires is an impartant
thimnz that offeces patkent suis Gaction, Satksfed patients are o very valuable wsset becanse i paticnts
ire satisliend they sl conmmue oo ose the service oF iheie cloce, B if pariees e mel satised
thew will tefl bwice & much to others shout their bal experience. To create patient satisFaction,
Pasapitole ikt create and manage i sysiom e abbain msore patients and dhe ability te retain paticts,
With u poodd arrangement, the harpital can provide ssrvices with acoumte tine ad able to providk
goen serviee even though thene anre vary many paticnts wha come.

The Effect of Respomse Time throwsgh the Opaality of Cuipatiend Services on Patbend
satisfactbon (n e, H. Mo, Anwar, General Hospital Samenep Regency

11 is known that the direct effect given by the esponse time on the quality of senace s
0,382, Whibs the indirect effectragpmurse itrethroughservice quality tosaisfaction ve 0,881 x 0657
=0 388, Sa the ¢ffect of dotal response time through service gual iy on saisfamion i 0 582 + 0 588
= 117, The tatal effed wahie s 1070 50 60 can be comcludesd that thens = an effect of response
time throaph the quality of ontpatient services on patient satisfacton in General Hospital dr. H,
Bdoh. Anwar, Sumenep Regency .

A pzreon’s salisfacton swith services = relabad 1o the abiity of the service provider o
provide satisfaction, Consumer salbefactbon can be defined as big qualin of beoad qoality (eida
sutisfaction}. This bresd sstisfaction & rclated 10 the overadll guallity of servics quality, Risncing,
distributbon chammels. guaninice of sale v and aspects of cmployee menditypefonmance ol a
health service nrpamization, Commurity sanisfction mouilizmg ouipaient services is influenced
by sevieral factors, including the reaponse rime of bealth workers 10 paticns ( Deples K1, JTHE)

Ambalatory service is one focm of exigting medical services. Insimple tenms, outpatient
pervices are medical servicss provided 10 patienis not in the form of inpetient care, In the sense of
oubpaticnl thes mchicles not only those organized by service Faeilities that are commonly known
wach ax hospitdls, heaih centers or cliness. bin aba those beld an the patient’s home (Deples KL
1]

I hospital mocaorying o e functson a5 a health-oneniod development senter,
commnity empowerment cerder, primary community  health servicr center, and primory
mdivicual ealth servioe center, the hospital 2 ebliged 1o provide hospital mandaseey heakth efforts
und developrment heahh elfbors, includomg: Health Poomotion Efoces, Health Efforts Envoromment,
Mlaczrnal and Claibd Health Efforis and Fangly Flaoning, Muiken Doprevement Effons, nfectious
Disezxe Prevention and Eradication Effeats, und Treaiment Efforts {Ministry of Health RE 2607}

Heakih care standards are part of the health sendce itelf ard play an important ke in
overcoming the pmblem of the quality of health services. I o health care coganization wanis io
provide qualiiy health services in an absdient of corsistent monner, this desire must be iranslated
bnbes @ Dealtls service standapl of eperaional procedural standand. Healilh servboe standards ane an
orgabdsitional ool e deseribe the qualiny oF heahth services into aperator) eominsalogy s thil
everyone mvalved i health services will be bound m o system, whether pabernts, health servics
providers, healih care suppont, or the management of health service orgamications, and will be
responsible for sccoumubility i camy mg out their respective duties and rodes (Imbalo, 2005},

Response Time (response timel s a service stiaodand chat must be owned by a heakth
Evice. The rescarcher also concludes thal Response Time 15 an element of Respoasivieness which
B one of the factors of patient s@isfaction ar the hospital The achicvement of the standard
Hesponse Teme of nurees it hospital services is influenced by the availahility of mfastracture,
bimnan mesounces and & good hospital masecment sy atem. Widh a good areangement, the boapital
can provide services with avcurte time and able o provide zood service even though there am
very many potients who come, Ansd can give satisloton 0 every potizn who comes,
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COMNCLUSION

. Most of the respondents have suffecient category loyudty us many as 56 respondents (5145,

1. Musl respondenis asessing the response me of the mediom caoepory as many as 56 respondenis
(51 4%

1. Muost of the respondents have a msderaie category of service quality ox mamy ox 35 resporclents
(RN

4. Most regpondenis sstsfied os many 04 63 resposdents {59,600,

5. Exstinfluence kevalty b the quality of putpabent sorvices at REUD dre H. Moh. Arwar, Sumenep
Regency,

f A infloence Fesposiee fimeon e qualiy ol curpatient services s Genesill Hospanal dr H. R,
Anwar, Sumensp Regency.

T Aand efleenes loyaky droagh the quality of outpaticnt sefvices o patent satisfacten m Genoral
Haspstal dr, H, Mch, Anwar, Sumenep Begeney,

H.  There = anclleat ol nespomse time through the gquakty of oupaticnt services an patsent satestscion
in Crzneral Hospisul dr, H. Moh, Anwar, Sumenep Regency,

SUGHEESTION
I, For Respoodents
[t is expected that respondems can provide comstructive inpul and eriticism so that the
services provided can be in acconlance with what s expected.
For Educational Institutioms
[ 1= hoped that edacational mstinmions con use the resils of thes sady as leaming inpat
m the imtluence of lovalty and pzipense Gme on the guality of cutpatient services ord palient
satisfoction in General Hospital dr, H. Mah, Apear, Sumenep Regeney and can be developed again
for further esearch 1o be meove usefol for readers and reseanchers
d. For Further Besearchers
11 is hoped that Further research needs to be deepencd and ndded width more specific
research on the facsors that affecr patier satsfsciion in Genosal Hespiral de. H. Maob, Anwar,
Sumenep Kegency.
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