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ABSTRAK  
 

 
PENGARUH KUALITAS PELAYANAN TERHADAP KEPUASAN 

PENGGUNA JASA RAWAT INAP DI RSUD Dr. MOEWARDI 
 

Tujuan penelitian ini adalah untuk menganalisis pengaruh tangible, 
reliability, responsiveness, assurance, empathy, competence dan courtesy 
terhadap kepuasaan pengguna jasa rawat inap baik secara parsial maupun secara 
bersama-sama, dan mengetahui dimensi kualitas pelayanan yang paling dominan 
pengaruhnya terhadap kepuasaan pengguna jasa rawat inap. 

Metode penelitian ini adalah penelitian kausal. Lokasi penelitian adalah 
rawat inap di RSUD Dr. Moewardi. Populasi da lam penelitian seluruh pasien 
yang menjalani rawat inap di RSUD Dr. Moewardi sebanyak 29.135 pasien, dan 
sampel yang digunakan sebanyak 70 pasien. Alat Analisis data yang digunakan 
adalah analisis regresi linier berganda. 

Hasil analisis menunjukkan bahwa secara bersama-sama dimensi kualitas 
layanan yang terdiri dari tangibles, reliability, responsiveness, assurance, 
empathy, competence, dan courtesy berpengaruh signifikan terhadap kepuasan 
pengguna jasa rawat inap, oleh sebab itu untuk meningkatkan kepuasan pengguna 
jasa rawat inap pihak pengelola perlu meningkatkan hal-hal yang terkait dengan 
tangibel seperti interior, fasilitas penunjang, papan petunjuk dan kerapian dan 
kebersihan per lu ditingkatkan. Secara parsial hipotesis variabel keandalan 
(reliability), responsiveness dan courtessy mempunyai pengaruh paling dominan 
terhadap kepuasan pengguna jasa rawat inap tidak terbukti kebenarannya..  
Dimensi kualitas layanan yang memiliki pengaruh paling dominan adalah  
variabel tangibles. Oleh karena itu pihak manajemen perlu untuk meningkatkan 
hal-hal yang terkait dengan tangibel seperti interior, fasilitas penunjang, papan 
petunjuk dan kerapian dan kebersihan 
 
Kata kunci: tangibles, reliability, responsiveness, assurance, empathy, 

competence, courtesy, kepuasan 
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ABSTRACT 
 

 
 

THE EFFECT OF SERVICE QUALITY ON INPATIENT CUSTOMER 
SATISFACTION IN RSUD Dr. MOEWARDI 

 
The purpose of this study is to analyze the influence of tangible, reliability, 

responsiveness, assurance, empathy, competence and courtesy of the costumer 
satisfaction either partially or totally,  and know the dimensions of quality service 
are the most influence on the inpatient service user satisfaction. 

The method used in this research is causal study. Location of the study 
sites were hospitalized in the Hospital Dr. Moewardi. Population in the study are 
all hospitalized patients in the Dr. Moewardi Hospital as many as 29.135 patients, 
the samples used in this study are 70 patients. The methode that using to data 
analyze in this study are the multiple linear regression analysis.  

The results of data analysis can be concluded simultaneously that the 
dimensions of quality of service consisting of tangibles, reliability, 
responsiveness, assurance, empathy, competence, and courtesy have significant 
effect on the inpatient service user satisfaction, therefore to increase the 
satisfaction of inpatient service users the manager needs to improve things related 
to tangible such as interior, supporting facilities, poor signage and the neatness 
and cleanliness need to be improved. Partially, the hypothesis of quality of 
variable reliability, responsiveness, and courtesy that has dominant influence on 
user satisfaction inpatient services are not proven true. Dimensions of quality of 
service that has the most dominant effect is variable with a value of tangibles. It is 
therefore necessary to improve the management of matters related to the tangible 
such as interior, supporting facilities, poor signage and the neatness and 
cleanliness. 

 

Key word: tangibles, reliability, responsiveness, assurance, empathy, 
competence, courtesy, kepuasan 
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