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ABSTRAK
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Kepuasan pasien merupakan tingkat kesenangan atau kekecewaan yang dirasakan oleh
pasien setelah membandingkan harapan dengan pengalamannya dalam menggunakan jasa
pelayanan kesehatan. Salah satu aspek krusial yang memengaruhi kepuasan pasien di
rumah sakit yaitu pelayanan Instalasi Gawat Darurat. Tingkat kepuasan pasien terhadap
pelayanan yang diberikan oleh Instalasi Gawat Darurat menjadi tolak ukur utama untuk
memberikan gambaran sekaligus penilaian terhadap kualitas pelayanan di rumah sakit.
Penelitian ini bertujuan untuk menggambarkan tingkat kepuasan pasien terhadap pelayanan
Instalasi Gawat Darurat (IGD) rumah sakit di Brebes. Penelitian ini merupakan penelitian
kuantitatif dengan pendekatan deskriptif survei. Teknik sampling yang digunakan adalah
convenience sampling dengan besar sampel 240 responden. Data dikumpulkan melalui
kuesioner Emergency Department Consumer Assessment of Healthcare Providers and
Systems (ED-CAHPS) dan dianalisis dengan analisis univariat. Hasil penelitian ini
menunjukkan bahwa lebih dari setengah dari total responden (58,9%) menyatakan puas
terhadap pelayanan IGD RSUD Brebes secara keseluruhan. Mayoritas responden
menyatakan bahwa petugas dengan cepat menanyakan keperluan mereka saat pertama kali
tiba di IGD (dimensi arrival), mereka diberi informasi tentang waktu tunggu (dimensi
waiting time), dan mereka mendapatkan perawatan dalam waktu 30 menit (dimensi
treatment urgency). Dimensi dengan tingkat kepuasan tertinggi adalah dimensi discharge
dan medication, sementara dimensi doctor care dan nursing care mendapat penilaian
kepuasan terendah. Berdasarkan hasil penelitian ini, RSUD Brebes diharapkan untuk terus
meningkatkan pelayanan di IGD, terutama dalam hal respons dan mendengarkan keluhan
pasien dari dokter dan perawat.

Kata Kunci : Kepuasan Pasien, Pelayanan, Instalasi Gawat Darurat

Daftar Pustaka : 112 (2000 - 2024)
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ABSTRACT
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Ivi + 117 page + 9 tables + 2 pictures + 19 attachments

Patient satisfaction is the degree of happiness or disappointment experienced by the patient
after comparing his expectations with his experience in using health services. One of the
crucial aspects that influences patient satisfaction in hospitals is the Emergency
Department services. The level of patient satisfaction with the services provided by the
Emergency Department is the main measure in providing an overview and evaluation of
the quality of hospital services. This research aimed to describe the level of patient
satisfaction with hospital Emergency Department services in Brebes. This research is
guantitative research with a descriptive survey approach. The sampling technique used
was convenience sampling with a sample size of 240 respondents. Data were collected
through the Emergency Department Consumer Assessment of Healthcare Providers and
Systems (ED-CAHPS) questionnaire and analyzed using univariate analysis. The survey
results showed that more than half of the total respondents (58.9%) expressed satisfaction
with the emergency services at Brebes Regional Hospital as a whole. The majority of
respondents stated that officers quickly asked about their needs when they first arrived at
the Emergency Departement (arrival dimension), they were informed about the waiting
time estimation (waiting time dimension), and they were served within 30 minutes
(treatment urgency dimension). The dimensions with the highest level of satisfaction were
the dimensions of discharge and medication, while the dimensions of doctor care and
nursing care is the lowest satisfaction ratings. Based on the results of this research, it is
hoped that Brebes Regional Hospital can continue to improve their services in the
Emergency Departement, especially in terms of responding and listening to patient
complaints from doctors and nurses.

Keywords : Patient Satisfaction, Service, Emergency Department
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