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"Sebaik-baiknya manusia adalah yang bermanfaat bagi 
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ABSTRAK 

Penerapan komunikasi efektif,  soft skills & complaint handling  oleh 

professional pemberi asuhan merupakan salah satu bentuk budaya 

keselamatan dalam pemberian pelayanan kesehatan di rumah sakit dalam 

menjamin kepuasan pasien. Kepuasan merupakan keyakinan konsumen 

terhadap pelayanan yang diberikan oleh rumah sakit. Penelitian bertujuan 

untuk mengetahui Pengaruh Communication Soft Skills, Pelayanan Sarana 

Prasarana, Complaint Handling Terhadap Kepuasan Pasien di Rumah Sakit. 

Metode penelitian desain rancangan cross sectional. Pengumpulan data 

primer dilakukan dengan wawancara kepada responden dengan instrumen 

kuesioner terstruktur yang meliputi communication soft skills, pelayanan, 

sarana, prasarana, complaint handling dan kepuasan pasien. Populasi 

penelitian pasien yang berobat ke rumah sakit secara random. Sampel 

penelitian yang dilakukan sebesar 140 responden yang memenuhi kriteria 

inklusi dan eklusi. Pengumpulan data Communication Soft Skills, sarana dan 

prasarana, complaint handling dan kepuasan. Analisis data dilakukan dengan 

analisis univariat, analisis bivariat dan analisis multivariat. Analisis bivariat 

dilakukan dengan uji korelasi pearson dan multivariat dengan SEM dengan 

tingkat kepercayaan 95% confidence interval (CI).  

Berdasarkan jawaban responden pada variable Communication soft skills, 

sarana dan prasarana, Complaint Handling dan kepuasan pasien jawaban 

responden sebagaian besar setuju dan sangat setuju. Tidak Terdapat hubungan 

yang signifikan antara Health Communication soft skills dengan  complaint 

handling λ = 0.117 dan kepuasan pasien λ = 0.378. Terdapat pengaruh sarana 

prasarana terhadap kepuasan pasien λ = 0.334. Tidak terdapat pengaruh 

complaint handling  terhadap kepuasan pasien λ = -0.110. 

Hipotesis 1. Tidak Diterima. Tidak Adanya pengaruh yang signifikan antara 

communication soft skills signifikan berpengaruh terhadap complaint 

handling di rumah sakit. Hipotesis 2 diterima. Menunjukkan bahwa 

communication soft skills signifikan memengaruhi kepuasan pasien di rumah 

sakit. Hipotesis 3 diterima. Memberikan Gambaran bahwa sarana dan 

prasarana signifikan memengaruhi kepuasan pasien. Hipotesis 4 tidak 

diterima. Memberikan informasi bahwa complaint handling tidak signifikan 

secara langsung terhadap kepuasan pasien di rumah sakit. Hipotesis 5 tidak 

diterima. Menjelaskan bahwa communication soft skills tidak efektif 

mempengaruhi kepuasan pasien melalui complaint handling pasien di rumah 

sakit.  

Kata Kunci : Communication Soft Skills. Sarana prasarana, 

Complaint Handling, Kepuasan Pasien
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ABSTRACT 

 

Soft skill communication relates to social skills, communication abilities, and social 

intelligence. The application of effective communication, soft skills, and complaint 

handling by healthcare professionals is one aspect of the patient safety cultures in 

hospital healthcare services, aimed at ensuring patient satisfaction. Satisfaction 

reflects the consumer’s belief in the quality of services provided by the hospital. 

This study aims to examine the influence of Health Communication Soft Skills, 

Facilities and Infrastructure Services, and Complaint Handling on Patient 

Satisfaction in Hospitals. 

This research used a cross-sectional design. Primary data was collected through 

interviews using a structured questionnaire, which included variables such as 

Health Communication Soft Skills, Services, Facilities and Infrastructure, 

Complaint Handling, and Patient Satisfaction. The study population was consisted 

of patients receiving treatment at a hospital, with samples selected randomly. The 

final sample was included 140 respondents who met the inclusion and exclusion 

criteria. Data on Health Communication Soft Skills, facilities and infrastructure, 

complaint handling, and satisfaction were collected through interviews. The data 

were analysed using univariate, bivariate, and multivariate analysis. Bivariate 

analysis was conducted using Pearson correlation, and multivariate analysis using 

Structural Equation Modelling (SEM) with a 95% confidence interval (CI). 

Based on the respondent answers regarding the variables of soft skill 

communication, facilities and infrastructure, complaint handling, and patient 

satisfaction, the majority of responses were agreed or strongly agreed. There was 

no significant relationship between soft skill communication and patient complaints 

(λ = 0.117) and patient satisfaction (λ = 0.378). Facilities and infrastructure also 

significantly influenced patient satisfaction (λ = 0.334). However, complaint 

handling did not have a significant direct effect on patient satisfaction (λ = -0.110). 

Hypothesis 1 is not accepted: soft skills no significantly influence patient complaint 

handling in hospitals. Hypothesis 2 is accepted: soft skills significantly affect 

patient satisfaction in hospitals. Hypothesis 3 is accepted: facilities and 

infrastructure significantly affect patient satisfaction. Hypothesis 4 is rejected: 

complaint handling does not significantly and directly influence patient satisfaction. 

Hypothesis 5 is rejected: soft skill communication no effectively influences patient 

satisfaction through complaint handling. 
Keywords: Health Communication Soft Skills, Facilities and Infrastructure, Complaint 

Handling, Patient Satisfaction 
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