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ABSTRAK

Kepuasan pasien merupakan salah satu indikator penting yang harus diperhatikan
dalam pelayanan kesehatan. Kondisi ruangan Instalasi Gawat Darurat yang padat
oleh pasien, waktu tunggu lama, kurang pemberian informasi, sikap perawat kurang
menanggapi keluhan pasien dan kurang ramah, sehingga tampak ketidakpuasan
pasien atas pelayanan yang diterima. Penelitian ini bertujuan untuk mengetahui
gambaran tingkat kepuasan pasien dalam pelayanan perawat Instalasi Gawat
Darurat di RSUD Waikabubak terhadap 5 dimensi kepuasan pasien yaitu tangibles,
responsiveness, reliability, assurance, dan emphaty. Jenis penelitian kuantitatif
dekstriptif survei. Teknik pengambilan sampel yang digunakan adalah consecutive
sampling. Jumlah responden penelitian 362 pasien IGD di RSUD Waikabubak.
Hasil penelitian tingkat kepuasan pasien IGD secara keseluruhan di RSUD
Waikabubak dalam kategori puas yaitu 60,5 % responden puas , dan 39,5 %
menyatakan tidak puas. Hasil penelitian pada 5 dimensi tingkat kepuasan pasien
yaitu dalam kategori puas, dimensi tangibles 80.1%, dimensi realibility, 70,7.7%,
dimensi responsiveness 69.9%, dimensi assurance 67, 7 %, dan dimensi empathy
67,4 %. Diharapkan manajemen rumah sakit dapat meningkatkan mutu layanan
perawatan di IGD dengan melaksanakan seminar atau workshop sehingga kepuasan
pasien dapat di tingkatkan.

Kata Kunci : Kepuasan pasien, pelayanan perawat, Instalasi Gawat Darurat
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ABSTRACT

Patient satisfaction is an important indicator that must be considered in health
services. The condition of the Emergency Room was crowded with patients, long
waiting times, lack of information, nurses' attitude did not respond to patient
complaints and was not friendly, so that patient dissatisfaction with the service
received was seen. This study aims to describe the level of patient satisfaction in
nursing care in the Emergency Room at Waikabubak Hospital on the 5 dimensions
of patient satisfaction, namely tangibles, responsiveness, reliability, assurance, and
empathy. This type of research is quantitative descriptive survey. The sampling
technique used was consecutive sampling. The number of research respondents was
362 emergency room patients at Waikabubak Hospital. The results of the research
on the level of satisfaction of emergency room patients as a whole at Waikabubak
Hospital were in the satisfied category, namely 60.5% of respondents were
satisfied, and 39.5% said they were not satisfied. The results of the study on the 5
dimensions of patient satisfaction, namely in the category of satisfaction, tangibles
dimension 80.1%, reliability dimension, 70.7.7%, responsiveness dimension
69.9%, assurance dimension 67.7%, and empathy dimension 67.4%. It is hoped that
hospital management can improve the quality of care services in the emergency
room by holding seminars or workshops so that patient satisfaction can be
increased.

Keywords: Patient satisfaction, nurse services, Emergency Departements



