ABSTRAK

Kepuasan pasien dapat digunakan sebagai indikator mutu rumah sakit. Hal ini
berarti bahwa dengan berusaha meningkatkan kepuasan pasien, mutu rumah sakit
juga akan ikut meningkat. Seluruh dimensi mutu pelayanan yaitu responsiveness
(ketanggapan pelayanan), reliability (keandalan pelayanan), assurance (jaminan
pelayanan), empathy (empati), dan tangible (bukti fisik) dapat digunakan untuk
menilai kepuasan pelayanan oleh mahasiswa profesi kedokteran gigi maupun
dokter gigi. Mahasiswa profesi kedokteran gigi tentunya masih sedikit pengalaman
untuk tindakan pelayanan kesehatan pada pasien. Padahal terdapat tuntutan untuk
mencapai hasil yang optimal terutama untuk kepuasan pasien. Penelitian ini
bertujuan untuk mengetahui tingkat kepuasan pasien terhadap pelayanan oleh
mahasiswa profesi kedokteran gigi dan dokter gigi berdasarkan 5 dimensi mutu
pelayanan di RSGM Maranatha di Kota Bandung. Penelitian ini merupakan
penelitian kuantitatif dengan pendekatan observasional analitik yang bersifat cross-
sectional. Data diambil dari 100 orang pasien sesuai kriteria inklusi dan eksklusi.
Data dikumpulkan menggunakan kuisioner Google form secara online. Hanya
rerata kepuasan antara harapan dan kenyataan dimensi Responsiveness terhadap
mahasiswa profesi tidak berbeda bermakna secara statistik, sedangkan terhadap
dokter gigi hanya kepuasan antara harapan dan kenyataan dimensi Tangible yang
tidak berbeda bermakna secara statistik. Rerata kepuasan terhadap mahasiswa
profesi dan terhadap dokter gigi dimensi Reliability, Assurance, Empathy,
Tangible, dan keseluruhan berbeda bermakna secara statistik. Subjek penelitian
lebih puas terhadap dokter gigi dibandingkan terhadap mahasiswa profesi.
Pendidikan terhadap mahasiswa profesi terutama perlu ditingkatkan pada dimensi
reliability, assurance, dan empathy.
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ABSTRACT

Patient satisfaction can be used as an indicator of hospital quality. This means
that by trying to increase patient satisfaction, the quality of the hospital will also
increase. All dimensions of service quality, namely responsiveness, reliability,
assurance, empathy, and tangible (physical evidence) can be used to assess service
satisfaction by students of the dentistry profession and dentists. Students of the
dental profession, of course, still have little experience in providing health services
to patients. Even though there are demands to achieve optimal results, especially
for patient satisfaction. This study aims to determine the level of patient satisfaction
with services by dental professional students and dentists based on 5 dimensions of
service quality at Maranatha Hospital in Bandung. This study is a quantitative
study with an analytical observational approach that is cross-sectional. Data were
taken from 100 patients according to the inclusion and exclusion criteria. Data was
collected using an online Google form guestionnaire. Only the average satisfaction
between the expectations and reality of the Responsiveness dimension for
professional students was not statistically significant, while for dentists only the
satisfaction between expectations and the reality of the Tangible dimension was not
statistically significant. The average satisfaction of professional students and
dentists in the dimensions of Reliability, Assurance, Empathy, Tangible, and
Overall was statistically significant. Research subjects are more satisfied with
dentists than professional students. Education for professional students especially
needs to be improved on the dimensions of reliability, assurance, and empathy.
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