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HUBUNGAN KUALITAS PELAYANAN ASUHAN KEPERAWATAN
DENGAN TINGKAT KEPUASAN PASIEN DI RUANG RAWAT INAP RSU
SUNDARI MEDAN TAHUN 2025

ABSTRAK

Pelayanan asuhan keperawatan yang berkualitas merupakan faktor penting
dalam meningkatkan kepuasan pasien di rumah sakit. Namun, berdasarkan survey
awal di RSU Sundari Medan, ditemukan tingkat ketidakpuasaan pasien masih
cukup tinggi akibat pelayanan kurang ramah, komunikasi terapeutik yang rendah,
serta fasilitas yang tidak memadai. WHO menyarankan bahwa tingkat kepuasan
pasien sebaiknya mencapi 85% ke atas untuk dianggap memadai. Penelitian ini
bertujuan untuk mengetahui hubungan antara kualitas pelayanan asuhan
keperawatan dengan tingkat kepuasan pasien di ruang rawat inap RSU Sundari
Medan Tahun 2025.

Penelitian ini menggunakan metode kuantitatif dengan pendekatan cross
sectional. Sampel berjumlah 44 responden yang dipilih menggunakan teknik
purposive sampling dengan kriteria tertentu. Instrumen penelitian berupa kuesioner
yang mengukur kualitas pelayanan keperawatan serta kepuasan pasien. Analisis
data dilakukan secara univariat dan bivariat dengan uji Spearman Rank.

Hasil penelitian menunjukkan peningkatan kualitas pelayanan dan kepuasan
pasien setelah diberikan intervensi edukasi berupa buku saku. Sebelum intervensi,
sebanyak 70% pasien menyatakan puas terhadap pelayanan keperawatan, dan
meningkat menjadi 100% setelah intervensi. Hasil uji statistik menunjukkan
terdapat hubungan yang signifikan antara kualitas pelayanan asuhan keperawatan
dengan tingkat kepuasan pasien (p < 0,05).

Dapat disimpulkan bahwa kualitas pelayanan asuhan keperawatan memiliki
hubungan yang signifikan dengan tingkat kepuasan pasien. Diharapkan rumah sakit
dapat meningkatkan mutu pelayanan keperawatan untuk meningkatkan kepuasan
dan loyalitas pasien.

Kata Kunci: kualitas pelayanan keperawatan, kepuasan pasien, rumah sakit, rawat
inap
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THE RELATIONSHIP BETWEEN THE QUALITY OF NURSING CARE
SERVICES AND THE LEVEL OF PATIENT SATISFACTION IN THE
INPATIENT WARD OF SUNDARI GENERAL HOSPITAL, MEDAN IN 2025

ABSTRACT

Quality nursing care services are an important factor in improving patient
satisfaction in hospitals. However, based on an initial survey at Sundari General
Hospital, Medan, a relatively high level of patient dissatisfaction was found due to
unfriendly service, poor therapeutic communication, and inadequate facilities. The
WHO suggests that the patient satisfaction level should reach 85% or above to be
considered adequate. This study aims to determine the relationship between the
quality of nursing care services and the level of patient satisfaction in the inpatient
ward of Sundari General Hospital, Medan in 2025.

This study used a quantitative method with a cross-sectional approach. The
sample consisted of 44 respondents selected using a purposive sampling technique
with specific criteria. The research instrument was a questionnaire that measured
the quality of nursing services and patient satisfaction based on five aspects. Data
analysis was performed using univariate and bivariate methods with the Spearman
Rank test.

The research results showed an increase in the quality of service and patient
satisfaction after an educational intervention in the form of a pocketbook was given.
Before the intervention, 70% of patients stated they were satisfied with the nursing
services, which increased to 100% after the intervention. The statistical test results
showed a significant relationship between the quality of nursing care services and
the level of patient satisfaction (p < 0.05).

It can be concluded that the quality of nursing care services has a significant
relationship with the level of patient satisfaction. It is hoped that the hospital can
improve the quality of nursing services to increase patient satisfaction and loyalty.

Keywords: quality of nursing services, patient satisfaction, hospital, inpatient
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