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HUBUNGAN MUTU PELAYANAN KEPERAWATAN DENGAN 

KEPUASAN PASIEN DI RUANG RAWAT INAP  

RUMAH SAKIT UNS 

 

Oleh: Liana Veranika 

 

ABSTRAK 

 

Mutu pelayanan keperawatan merupakan salah satu hal yang dapat mempengaruhi 

kepuasan pasien karena perawat sebagai tenaga kesehatan yang berinteraksi 

langsung selama 24 jam dengan pasien. Hasil wawancara dengan pasien rawat inap 

di Rumah Sakit UNS diperoleh bahwa masih ada pasien yang komplain karena 

kurang puas dengan pelayanan keperawatan yang diberikan. Tujuan penelitian ini 

adalah untuk mengetahui hubungan antara mutu pelayanan keperawatan dengan 

kepuasan pasien di ruang rawat inap Rumah Sakit UNS. Jenis penenlitian ini adalah 

deskritif analitik dengan pendekatan cross sectional. Pengambilan sampel dengan 

menggunakan teknik simple random sampling sebanyak 99 responden. Instrumen 

penelitian ini menggunakan lembar kuesioner nursing care effectiveness untuk 

mengukur mutu pelayanan keperawatan yang mencakup indikator availability, 

reliability, simplicity, sensitivity, low cost, stability, timeliness, serta kuesioner 

PSQ-18 untuk mengukur tingkat kepuasan pasien. Hasil penelitian menunjukkan 

bahwa mayoritas pasien di ruang rawat inap Rumah Sakit UNS berusia 36-45 tahun 

sebanyak 43 responden (43%), jenis kelamin perempuan sebanyak 53 responden 

(53,5%), lulusan SMA sebanyak 57 responden (57,6%), bekerja sebagai pegawai 

swasta sebanyak 33 responden (33,3%), dan pasien dirawat selama 3 hari (52,5%). 

Sebagian besar responden menilai mutu pelayanan keperawatan termasuk dalam 

kategori baik sebanyak 64 responden (64,6%) dan mayoritas menyatakan kepuasan 

dalam kategori puas sebanyak 67 responden (67,7%). Hasil uji Chi-Square 

diperoleh nilai ρ value = 0,001 (ρ < 0,05) yang berarti Ho ditolak dan Ha diterima. 

Oleh karena itu, dapat disimpulkan bahwa ada hubungan antara mutu pelayanan 

keperawatan dengan kepuasan pasien di ruang rawat inap Rumah Sakit UNS. 

 

Kata kunci: mutu pelayanan keperawatan, kepuasan pasien, Surakarta, Indonesia 
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ABSTRACT 

 

Name   : Liana Veranika 

Strudy Program : Bachelor of Nursing  

 

THE CORRELATION BETWEEN THE QUALITY OF NURSING 

SERVICES AND PATIENT SATISFACTION IN THE INPATIENT ROOM  

UNS HOSPITAL 

 

The quality of nursing services is one of the things that can affect patient 

satisfaction because nurses as health workers interact directly for 24 hours with 

patients. The results of interviews with inpatients at UNS Hospital found that there 

were still patients who complained because they were not satisfied with the nursing 

services provided. The purpose of this study was to determine the relationship 

between the quality of nursing services and patient satisfaction in the inpatient room 

of UNS Hospital. This type of study is analytical deskritive with a cross-sectional 

approach. Sampling using simple random sampling  technique as many as 99 

respondents. This research instrument uses a nursing care effectiveness 

questionnaire sheet to measure the  quality of nursing services which includes 

indicators of availability, reliability, simplicity, sensitivity, low cost, stability, 

timeliness, and the PSQ-18 questionnaire to measure the level of patient 

satisfaction. The results showed that the majority of patients in the inpatient room 

of UNS Hospital aged 36-45 years were 43 respondents (43%), female gender was 

53 respondents (53.5%), high school graduates were 57 respondents (57.6%), 

worked as private employees as many as 33 respondents (33.3%), and patients were 

treated for 3 days (52.5%). Most respondents rated the quality of nursing services 

as good as 64 respondents (64.6%) and the majority expressed satisfaction in the 

satisfied category as many as 67 respondents (67.7%). The results of  the Chi-

Square test  obtained the value ρ value = 0.001 (ρ < 0.05) which means Ho is 

rejected and Ha is accepted. Therefore, it can be concluded that there is a 

relationship between the quality of nursing services and patient satisfaction in the 

inpatient room of UNS Hospital. 

 

Keywords: quality of nursing services, patient satisfaction, Surakarta, Indonesia 
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