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ABSTRAK

Service Quality Time merupakan salah satu indicator tingkat kepuasan dalam pelayanan
kesehatan di UGD. Service Quality Time yang panjang sangat berpengaruh terhadap
pelayanan selanjutnya yang mengakibatkan timbulnya ketidakpuasan pasien terhadap
pelayanan yang diberikan.

Desain pendlitian ini adalah kuantitatif deskriptif korelatif dengan pendekatan Cross
sectional. Populasi penelitian adalah semua pasien dewasa yang berobat ke UGD baik
yang berobat jalan maupun yang dirawat (tanpa observasi). Pengambilan sampel
dilakukan dengan cara Sistematik Random Sampling dilakukan dua tahap yaitu
menentukan jumblah pasien dan hari, dengan jumlah responden sebanyak 44 responden.
Hasil penelitian analisa univariat menunjukkan gambaran distribusi frekwensi dari
variabel independen yaitu tingkat kepuasan pasien. Hasil penelitian analisa bivariat
dilakukan dengan uji Kendal’s Tau B dengan alpa (o) 0,05. Hasil uji menunjukkan p-
value 0,708 > dari a 0,05 maka tidak menunjukkan adanya hubungan antara service
quality time dengan kepuasan pasien.

Saran kepada tim kesehatan UGD PK St. Carolus agar meningkatkan pelayanan pada
dimens responsiveness (cepat tanggap), assurance (jaminan), tangible (dapat diukur).
Sedangkan kepada mangjemen PK Sint Carolus untuk melakukan evaluas secara
terstruktur mengenai Service Quality Time di UGD.
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ABSTRACT

Service Quality Time is one of the satisfaction level indicators in health services in the
Emergency Room. The extensive Service Quality Time is very influential for further
services that result in patient dissatisfaction with the services provided.

The design of this research is correlative descriptive quantitative with cross sectional
approach. The research population was all adult patients who went to the Emergency
Room both ambulatory and hospitalized (non observation). Sampling was done by
Systematic Random Sampling that conducted in two stages. determining the number of
patients and days, the number of respondents were 44 respondents. The results of
univariate analysis of the research showed a frequency distribution of the independent
variable which is the level of patient satisfaction. The research result of bivariate
analyzes conducted with Kendal's Tau B test with 0.05 alpha (a). The test results showed
the p-value 0.708> 0.05 therefore it did not show any correlation between service quality
times with patient satisfaction.

A suggestion is proposed to health team at PK St. Carolus Health Services to improve
the services in the responsiveness dimensions (quick response), assurance (security), and
tangible (measurable). Whereas to the PK Sint Carolus management to conduct a
structured evaluation of the Service Quality Time in the Emergency Room.
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