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Abstrak 

 

 

HUBUNGAN KUALITAS PELAYANAN DENGAN 

KEPUASAN PASIEN THALASEMIA DI RS X 

TANGERANG SELATAN 

Nurrana Hasnazza, Millya Helen, Milla Evelianti Saputri 

 

Latar Belakang: Kualitas pelayanan menentukan kepuasan pasien, namun data 

WHO (2021) menunjukkan kepuasan di Indonesia masih rendah, seperti Maluku 

Tengah (42,8%) dan Sumatera Barat (44,4%), di bawah standar Kemenkes RI (95%). 

Indeks Pelayanan Kesehatan Global 2023 menempatkan Indonesia di peringkat ke- 

39, mencerminkan masih lemahnya infrastruktur, tenaga medis, dan sistem layanan 

kesehatan. 

Tujuan: Penelitian ini bertujuan untuk mengetahui hubungan antara kualitas 

pelayanan dengan kepuasan pasien thalassemia di RS X Tangerang Selatan. 

Metodologi: Penelitian ini menggunakan desain kuantitatif dengan pendekatan 

cross-sectional. Sampel penelitian terdiri dari 58 pasien/orang tua pasien thalasemia 

yang dipilih dengan teknik total sampling. Pengukuran kualitas pelayanan dilakukan 

menggunakan kuesioner SERVQUAL, sedangkan kepuasan pasien diukur dengan 

kuesioner PSQ-18. Analisis data menggunakan uji chi-square. 

Hasil Penelitian: Menunjukkan bahwa (93,1%) orang menilai kualitas pelayanan 

sebagai baik dan 91,4% menyatakan puas terhadap pelayanan yang diterima. Hasil 

uji chi-square. menunjukkan adanya hubungan antara kualitas pelayanan dengan 

kepuasan pasien (p < 0,001), yang berarti semakin baik kualitas pelayanan, semakin 

tinggi tingkat kepuasan pasien. 

Simpulan: Terdapat hubungan antara kualitas pelayanan yang baik dengan kepuasan 
pasien thalassemia di RS X Tangerang Selatan. 

Saran : RS X Tangerang Selatan perlu meningkatkan komunikasi terapeutik tenaga 

kesehatan, pelatihan bagi petugas administrasi, serta memperketat standar 

kebersihan. Evaluasi berkala jam operasional dan survei kepuasan pasien juga 

diperlukan untuk memastikan layanan terus berkembang sesuai kebutuhan pasien 

thalasemia. 

 
Kata Kunci: Kualitas Pelayanan, Kepuasan Pasien, Thalassemia, Rumah Sakit 

Kepustakaan: 53 Kepuastakaan (2016 – 2024) 
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Abstract 

 

THE RELATIONSHIP OF SERVICE QUALITY AND 

SATISFACTION OF THALASEMIA PATIENT 

AT HOSPITAL X SOUTH TANGERANG 

Nurrana Hasnazza, Millya Helen, Milla Evelianti Saputri 

 

Background: Quality of service determines patient satisfaction, however WHO data 

(2021) shows that satisfaction in Indonesia is still low, such as Central Maluku 

(42.8%) and West Sumatra (44.4%), below the standards of the Indonesian Ministry 

of Health (95%). The 2023 Global Health Services Index places Indonesia in 39th 

place, reflecting the still weak infrastructure, medical personnel and health service 

system. 

Objective: This study aims to determine the relationship between service quality and 

thalassemia patient satisfaction at RS X South Tangerang. 

Methodology: This research uses a quantitative design with a cross-sectional 

approach. The research sample consisted of 58 patients/parents of thalassemia 

patients selected using total sampling technique. Service quality was measured using 

the SERVQUAL questionnaire, while patient satisfaction was measured using the 

PSQ-18 questionnaire. Data analysis used the chi- square test. 

Results: The result show that (93.1%) people rated the quality of service as good and 

91.4% expressed satisfaction with the service received. Chi-square test results. shows 

that there is a relationship between service quality and patient satisfaction (p < 0.001), 

which means that the better the service quality, the higher the level of patient 

satisfaction. 

Conclusion: There is a relationship between good service quality and thalassemia 

patient satisfaction at Hospital X South Tangerang. 

Suggestion: Hospital Regular evaluation of operational hours and patient satisfaction 

surveys are also needed to ensure services continue to develop according to the needs 

of thalassemia patients. 

 
Keywords: Service Quality, Patient Satisfaction, Thalassemia, Hospital 

References: 53 (2016 – 2024). 
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