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Departemen limu Keperawatan
Fakultas Kedokteran
Universitas Diponegoro
Februari, 2022

ABSTRAK

Rochmah Rizgiyanti

Gambaran Mutu Pelayanan (Service Quality) Rumah Sakit Islam Sultan
Agung Kota Semarang

130 halaman + 11 tabel + 1 gambar + 11 lampiran

Pandemi COVID-19 memberi dampak terhadap pelayanan kesehatan di
rumah sakit, terutama di ruang rawat inap. Penelitian ini bertujuan untuk
melihat gambaran mutu pelayanan kesehatan dimensi reliability, assurance,
tangible, empathy, dan responsiveness. Jenis penelitian ialah kuantitatif
dengan desain deskriptif menggunakan metode survey dengan
menggunakan kuesioner lima dimensi mutu pelayanan kesehatan dan
kepuasan pasien. Subjek penelitian ialah pasien ruang rawat inap dewasa
yang mendapatkan pelayanan di Ruang Baitul Izzah | dan 1l, Ruang Baitun
Nisa | dan IlI, Ruang Baitus Salam | dan Il RSI Sultan Agung Kota
Semarang bulan Desember-Januari tahun 2022 yang memenuhi Kriteria
inklusi sebanyak 67 orang. Analisis datadilakukan dengan menggunakan
Descriptive Frequency. Hasil penelitian menunjukkan bahwa dimensi
reliability (Sangat Baik 97%, Baik 3%), dimensi assurance (Sangat Baik
100%, Buruk 0%), dimensi tangible (Sangat Baik 100%, Buruk 0%),
dimensi empathy (Sangat Baik 100%, Buruk 0%), dan dimensi
responsiveness (Sangat Baik 100%, Buruk 0%), kepuasan (Puas 100%,
Kurang Puas 0%).

Kata Kunci: mutu pelayanan, COVID-19, kepuasan pasien

Daftar Pustaka: 69 (2009-2022)
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Department of Nursing
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Diponegoro University
February, 2022

ABSTRACT

Rochmah Rizgiyanti

Overview of Hospital Service Quality at Sultan Agung Islamic Hospital
Semarang during the COVID-19 Pandemic

130 halaman + 11 tabel + 1 gambar + 11 lampiran

The COVID-19 pandemic hashad an impact on health services in hospitals,
especially in inpatient rooms. This study aims to see the description of the
quality of health services in the dimensions of reliability, assurance,
tangible, empathy, and responsiveness. This type of research is quantitative
with a descriptive design using a survey method, using a five-dimensional
questionnaire on the quality of health services and patient satisfaction. The
research subjects were adult inpatient rooms who received services in
Baitul Izzah | and Il Rooms, Baitun Nisa Rooms I and |1, Baitus Salam |
and Il Rooms RSI Sultan Agung Semarang City during the Covid-19
pandemic in December-January 2022 which 67 people met the inclusion
criteria. Data analysis was performed using Descriptive Frequency. The
results showed that the reliability dimension (100% Very Good,0% Bad),
assurance dimension (100% Very Good,0% Bad), tangible dimension
(100% Very Good,0% Bad), empathy dimension (100% Very Good,0%
Bad), and dimensions of responsiveness (100% Very Good, 0% Bad),
satisfaction (100% Satisfied, 0% Less Satisfied).

Keywords: service quality, COVID-19, patient satisfaction
Bibliography: 69 (2009-2022)



