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ABSTRAK

Pratiwi, Intan 2020. Pengaruh Kualitas Pelayanan Terhadap Kepuasan Pasien pada Instalasi Radiologi Rumah Sakit Umum Mitra Delima Kabupaten Malang. Karya Tulis Ilmiah . Program studi Radiodiagnostik dan Radioterapi, STIKes Widya Cipta Husada. Pembimbing : (1) Dr. H. Tayubi Hariyanto., SE., MM (2) Abdurrohman, SST

Kualitas pelayanan kesehatan terkait erat dengan kepuasan pasien baik secara medis dan non medis. Kualitas pelayanan dinilai melalui 5 dimensi yaitu: Kehandalan (reability), jaminan (asurance), bukti fisik (tangible), empati (empathy), daya tanggap (responsiveness). Tujuan dan penelitian ini adalah untuk mengetahui pengaruh kualitas pelayanan terhadap kepuasan pasien pada unit radiologi RSU Mitra Delima Kabupaten Malang. Jenis penelitian ini adalah penelitian analitik. Pengambilan subjek menggunakan metode purposive sampling dan sesuai dengan kriteria inklusi. Hasil penelitian menunjukkan bahwa terdapat pengaruh kualitas pelayanan terhadap kepuasan pasien dalam bidang radiologi di unit radiologi RSU Mitra Delima Kabupaten Malang. Subjek penelitian sebanyak 30 orang. Kualitas pelayanan didominasi oleh aspek daya tanggap dengan kategori baik sebanyak 67,5%, dan kepuasan didominasi oleh aspek kehandalan dengan kategori puas sebanyak 71,25%. Berdasarkan hasil uhi chi-square menunjukkan nilai p=0,002. Disimpulkan bahwa kualitas pelayanan memiliki pengaruh yang signifikan terhadap kepuasan pasien., sehingga pengaruh yang ditimbulkan yaitu pengaruh positif, dikarenakan harapan pasien untuk mendapatkan pelayanan yang terbaik sudah terpenuhi dan pasien merasa puas atas pelayanan yang diberikan.

Kata Kunci : kualitas pelayanan, kepuasan, radiologi
ABSTRACT
Pratiwi, Intan 2020. The Effect of Service Quality on Patient Satisfaction at the Radiology Installation at Mitra Delima General Hospital, Malang Regency. Scientific papers . Radiodiagnostic and Radiotherapy study program, STIKes Widya Cipta Husada. Advisors: (1) Dr. H. Tayubi Hariyanto., SE., MM (2) Abdurrohman, SST

The quality of health services is closely related to patient satisfaction both medically and non medically. Service quality is assessed through 5 dimensions, namely: reliability, assurance, tangible, empathy, responsiveness. The purpose of this study was to determine the effect of service quality on patient satisfaction at the radiology unit of Mitra Delima Hospital, Malang Regency. This type of research is analytical research. Subjects were taken using purposive sampling method and in accordance with the inclusion criteria. The results showed that there was an effect of service quality on patient satisfaction in the field of radiology in the radiology unit of Mitra Delima Hospital, Malang Regency. Sujek research as many as 30 people. Service quality was dominated by the responsiveness aspect with a good category of 67.5%, and satisfaction was dominated by the reliability aspect with a satisfied category of 71.25%. Based on the results of the chi-square uhi shows the value of p = 0.002. It is concluded that service quality has a significant effect on patient satisfaction. so that the effect is positive, because the patient's expectations for the best service have been fulfilled and the patient is satisfied with the services provided.
Keywords: service quality, satisfaction, radiology
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