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ABSTRAK

Tujuan penelitian ini adalah untuk mengetahui pengaruh kualitas
pelayanan dari dimensi kualitas pelayanan yaitu tangibles, reability,
responsiveness, assurance, dan empathy terhadap kepuasan pasien.
Sampel yang digunakan dalam penelitian ini berjumlah 100 responden.
Metode pengambilan sampel dengan menggunakan purposive sampling.
Pengumpulan data mengunakan kuisioner. Metode analisis data yang
digunakan adalah analisis kuantitatif dengan menggnakan uji validitas, uji
reabilitas, uji F, koefisien determinasi, uji t dan analisis linier berganda.
Berdasarkan hasil penelitian menunjukkan bahwa kualitas pelayanan yang
terdiri dari variabel Tangibles, Reability, Responsiveness, Assurance, dan
Empathy secara simultan atau bersama-sama berpengaruh signifikan
terhadap kepuasan pasien. sedangkan secara parsial, variabel
Responsiveness, Assurance, dan Empathy terbukti berpengaruh signifikian
terhadap kepuasan. Sedangkan Tangibles dan Reability secara parsial
tidak terbukti berpengaruh signifikan terhadap kepuasan.

Kata kunci: keandalan, bukti fisik, daya tanggap, jaminan, empati,
kepuasan pasien.

Abstract

The purpose of this study was to determine the effect of service quality
from the dimensions of service quality, namely tangibles, reliability,
responsiveness, assurance, and empathy to patient satisfaction. The
sample used in this study amounted to 100 respondents. The sampling
method using purposive sampling. Data collection using guestionnaires.
Data analysis method used is quantitative analysis using the validity test,
reliability test, F test, coefficient of determination, t test and multiple
linear analysis. Based on the results of the study showed that the quality
of service consisting of Tangibles, Reability, Responsiveness, Assurance,
and Empathy variables simultaneously or jointly had a significant effect
on patient satisfaction. whereas partially, the Responsiveness, Assurance,
and Empathy variables were proven to have a significant effect on
satisfaction. While Tangibles and Reability partially were not proven to
have a significant effect on satisfaction.

Keywords: reliability, physical evidence, responsiveness, assurance,
empathy, patient satisfaction.
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