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ABSTRAK 

 

TINGKAT KEPUASAN PASIEN RAWAT INAP BANGSAL BEDAH 

RUANG KUTILANG DAN MAWAR DI RUMAH SAKIT “X” DI BANDAR 

LAMPUNG 2010 

 

Samuel Marco Halomoan       Pembimbing I: July Ivone, dr.,M.K.K., MPdKed 

 

     Tingkat kepuasan pelanggan terhadap pelayanan merupakan faktor yang 

penting dalam mengembangkan suatu sistem penyediaan pelayanan yang tanggap 

terhadap kebutuhan pelanggan sehingga meminimalkan biaya dan waktu serta 

memaksimalkan dampak pelayanan terhadap populasi sasaran. Pengukuran 

dilakukan dengan melihat dari lima dimensi SERVQUAL, yaitu tangibles, 

reliability, responsiveness, assurance, dan empathy. 

     Penelitian ini bersifat deskriptif kuantitatif dengan metode cross sectional dan 

menggunakan teknik pengambilan data berupa wawancara tertutup menggunakan 

instrumen kuesioner. Subjek penelitian adalah pasien dan keluarga pasien yang 

dirawat di ruang rawat inap bangsal bedah ruang Kutilang dan Mawar Rumah 

Sakit ”X” di Bandar Lampung yang termasuk kriteria inklusi dengan metode 

pengambilan sampel menggunakan accidental sampling. 

     Dari hasil penelitian diambil kesimpulan bahwa didapatkan skor gap 

SERVQUAL negatif (-0,3) yang berarti tidak puasnya responden atas pelayanan 

yang diberikan oleh ruang rawat inap bangsal bedah ruang Kutilang dan Mawar di 

Rumah Sakit “X” di Bandar Lampung. Dan yang merupakan faktor prioritas 

adalah lingkungan yang belum terlihat bersih, informasi mengenai ruang rawat 

inap belum cukup jelas, tanggapan dari perawat dan dokter yang belum cukup 

cepat, dan masih belum dirasakannya pemberian pelayanan yang sama. 

 

kata kunci : kepuasan, rawat inap, servqual 
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ABSTRACT 

 

LEVEL OF  HOSPITALIZED PATIENTS SATISFACTION IN THE 

KUTILANG AND MAWAR ROOM SURGERY WARD OF “X” HOSPITAL IN 

BANDAR LAMPUNG 2010 

 

Samuel Marco Halomoan    Tutor  I: July Ivone, dr.,M. K. K., MPdKed 

 

     The level of customer satisfaction towards the service is an important factor to 

improve a service delivering system that responsive to customer needs, thus 

minimizing cost and time, but also maximizing the service effect towards target 

population. Measurements have been done by seeing from five SERVQUAL 

dimensions, which are tangibles, reliability, responsiveness, assurance, and  

empathy. 

     This is a quantitatively descriptive research that applies cross sectional 

method and using data collection technique in the form of closed interviews and 

observation which using questionnaire as the tool for the interviews. The subject 

of this research are patients and their family who were hospitalized in the 

Kutilang and Mawar room surgery ward of “X” hospital in Bandar Lampung. 

They are a part of the inclusion criteria which is using an accidental sampling 

method.  

     According to this research we can make a conclusion  that there is a negative 

SERVQUAL score gap (-0,3), which means that they were not satisfy about the 

service that is provided by all aspect in both of the room. Factors that need to be 

improved are the unclean environment, unclear information about the room, 

doctor and nurse responsiveness and discrimination felt by patients. 

 

keywords : satisfaction, hospitalized, servqual 
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