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ABSTRACT

One of the health services that has a very important role in providing health services to the community
is the hospital. The existence of hospitals as health service institutions is regulated in Law No. 44 of
2009. Of course, this important role is accompanied by quality services according to the needs and
desires of patients but still refers to the professional and medical code of ethics. The purpose of this
study was to determine the quality of service and the level of patient satisfaction at Putri Hijau TK Il
Medan Hospital in 2023. This research method was a cross-sectional study with a quantitative
approach. The research sample was obtained by 110, obtained by systematic random sampling. The
independent variables in this study were waiting time, admission process, physical environment, and
information obtained, while the dependent variable was the level of patient satisfaction. Data eanalysis
was performed using univariate, bivariate (Chi-Square), and multivariate (logistic regression Enter
method). The results of the bivariate study showed that there was a significant relationship between
waiting time (p value = 0.004), the reception process (p value = 0.000), the physical environment (p
value = 0.001), and the information obtained (p value = 0.000) with the level of satisfaction patient.
Meanwhile, on a multivariate basis, it was found that there was a significant relationship between
waiting time (p value= 0.008; OR= 4.362), the receiving process (p value= 0.001; OR= 9.154), the
physical environment (p value= 0.023; OR= 3.275) , and the information obtained (p value= 0.000;
OR= 7.011). Thus, the dominant factor affecting the level of patient satisfaction is the acceptance
process, where the level patient satisfaction is 9 times greater.

Keywords: Information obtained, physical environment, patient satisfaction level, reception process,
waiting time

INTRODUCTION

One of the health services that has a
very important role in providing health
services to the community is the hospital.
The existence of hospitals as health service
institutions is regulated in Law No. 44 of
2009. According to Mahfudhoh &
Muslimin (2020), hospitals have a very
important role, but it is said to be strategic.
This is due to the hospital's efforts in
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accelerating the improvement of public
health status. Of course, this important role
is accompanied by quality services
according to the needs and desires of
patients but still refers to the professional
and medical code of ethics. The quality of
hospital services must continue to improve
along with technological developments
because in that case there is a fierce
competition between health services. The
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fierce competition requires hospitals to
provide the best service to patients.

The Ministry of Health of the
Republic of Indonesia stated that a hospital
in regulation
No0.340/MENKES/PER/I11/2010 is a health
facility that carries out individual medical
services  comprehensively  including
outpatient, inpatient and emergency
services. Based on the above, the hospital
provides various services such as
rehabilitation services, treatment services,
health prevention/ improvement, as a forum
for  education and  training  of
medical/medical personnel a place to study
and develop knowledge.

Patients/the public view quality
medical services as services that meet their
needs and are provided in a polite and
polite manner, on time, responsive, and
able to cure their complaints and prevent
the development or spread of diseases
(Pohan, 2007). For patients, the quality of
good service is not only related to recovery
from physical illness or improvement of
health status, but also concerns patient
satisfaction with the attitude, knowledge,
skills, availability of facilities or
infrastructure, and adequate physical
fitness from environmental service
providers. Improving the quality of
hospital services is so that patients get the
most satisfactory service possible, make
patients feel satisfied, reduce complaints,
and wait until the patient recovers from his
illness.

Patient satisfaction is the level of
satisfaction that patients feel/experience
after using services in a health service
provider. Based on the patient's point of
view, the satisfaction felt/experienced
reflects the gap between the expected
service and the experience of gaining
experience (Suratri et al., 2018).

To increase patient satisfaction,
health services need to maintain trust in
patients by listening carefully to their
needs and striving to meet their desires and
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expectations for the services provided by
the hospital. In this case, consumers from
the hospital are patients who want health
services, not only medical services,
comfort, and a harmonious relationship
between guards and patients. Therefore, it
is very necessary to improve the quality of
hospital services. Patient satisfaction is the
emotional level of a person after
comparing the services received by the
patient with the patient's expectations or
expectations (Nugroho & Samanhudi,
2020).

The results of the study from
Indonesia also stated that there was a
significant relationship between the quality
of health services and patient satisfaction,
this can be seen from the results of a study
conducted by Usada Sidoarjo Hospital
which stated from the results of the study
that 38.75% of respondents stated that the
outpatient condition was good, while on the
other side 61.25% said that outpatient care
was lacking. Maintaining the condition in
the outpatient and surrounding areas is
important, because the condition of the poly
or nursing room is directly related to patient
safety which is one of the dimensions of
service quality in the hospital. There is also
another study conducted by Irviani (2011)
at H. Padjonga Daeng Ngalle Hospital,
Takalar Regency which stated that 31% of
respondents who expressed satisfaction and
69% who expressed dissatisfaction with
comfort.

The research conducted by stated that
the data shows that the total average
waiting time for internal medicine
outpatient services is 157.13 minutes. The
longest waiting time is the average waiting
time for patients who have received
paramedic services and will be served by a
doctor, which is 120.07 minutes. The
results of multiple regression analysis
showed that patient satisfaction was
influenced by the actual waiting time felt by
the patient, and the speed of service
received by the patient (p<0.05). In
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conclusion, the main factor that prolongs
service waiting times and reduces patient
satisfaction is the less optimal schedule of
doctors on duty (Torry, 2016).

The research conducted by the
Analysis of the Relationship between
Service Quality and Patient Satisfaction
Level in the Emergency Installation (Putri
Hijau Kesdam I/BB Medan Hospital in
2019) where the research instrument was a
questionnaire and data analysis were
carried out by the chi square test at a real
level o= 0.05. The results of the analysis in
this study found a meaningful relationship
between the quality of physical evidence
services (p=0.000), reliability (p=0.001),
responsiveness  (p=0.000), assurance
(p=0.002) and empathy (p=0.002) with
patient satisfaction in the Emergency
Department at Putri Hijau Kesdam 1/BB
Medan Hospital. From the results of the
study, it can be concluded that there is a
correlation (o < 0.005) which shows that
the higher the quality of service, the higher
the patient satisfaction. Similar research
obtained from, that the factors that affect
the satisfaction of tuberculosis patients at
Putri Hijau Hospital Medan are the attitude
of hospital staff (p=0.008), service
procedures (p=0.003), and service by HR
(p=0.002) (Manurung et al, 2022; Novilia,
2019).

Based on the results of a survey that
has been conducted by the previous
researcher, the researcher obtained that the
condition of the Putri Hijau Medan
Kindergarten 11 Hospital is currently a little
inadequate due to the renovation/repair of
the building. This is certainly related to the
reduction of comfort and facilities or
infrastructure provided. In this case, the
researcher obtained that there were
complaints from patients about the lack of
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seats in the registration and poly waiting
rooms, resulting in some patients having to
stand up when the number of patients
increased. In addition, due to the
renovation, there is a limited space in the
registration room and a limitation of
registration officers in taking care of patient
administration. This of course results in a
longer waiting time for patients to get
medical queues/files. Thus, based on the
problems found by the researchers above
and other phenomena, the author is
interested in conducting research on
"Determinants of Patient Satisfaction
Levels at Putri Hijau Medan Kindergarten
I Hospital 2023".

RESEARCH METHODS

The method used in this study is
quantitative with a cross-sectional study
design. This research was carried out at the
Putri Hijau Kindergarten Il Hospital in
Medan. The population of this study is all
outpatients aged >17 years who were
treated at the Putri Hijau Kindergarten Il
Hospital, Medan City from March to April
2023. The sample in this study is 110. The
analysis techniques used univariate tests,
bivariate tests and multivariate tests. This
research has received ethical approval with
number No.3215/F/KEP/USM/XI1/2024

RESULTS AND DISCUSSION
Characteristics Responden

The characteristics of the respondents
can be seen in Table 1.

The proportion of men and women is
50% each. Most of the respondents (58.2%)
are highly educated. Most of the
respondents were self-employed (22.7%),
followed by students (21.8%) and
housewives and civil servants at 14.5%
each.
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Table 1. Distribution of Respondent Frequency by Characteristics at Putri Hijau
Kindergarten Il Hospital Medan in 2023

Characteristics Responden n %
Age Group (years)
17-25 29 26,4
26-35 36 32,7
36-45 24 21,8
46-55 12 10,9
56-65 9 8,2
Gender
Man 55 50,0
Woman 55 50,0
Education Level
SMP 8 7,3
SMA 38 34,5
College 64 58,2
Work
Not working 7 6,4
Housewives 16 14,5
PNS 16 14,5
TNI 7 6,4
Self employed 25 22,7
Entrepreneurial 12 10,9
Students 3 2,7
Student 24 21,8
Total 110 100

Univariate Analysis
The results of the univariate analysis

are as seen in Table 2.

Table 2. Proportion of Outpatients According to Satisfaction Level and Frequency
Distribution by Independent Variable Category

Variable n %

Satisfaction Level

Satisfied 68 61,8

Dissatisfied 42 38,2
Waiting Time

Fast 53 48,2

Slow 57 51,8
Outpatient Admission Process

Fast 84 76,4

Slow 26 23,6
Physical Environment of the Hospital

Good 62 56,4

Not good 48 43,6
Information Patients Obtain from Hospitals

Adequate 60 54,5

Inadequate 50 45,5
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Table 2 above shows that:

a. The proportion of satisfied outpatients
was 61.8%.

b. Most of the outpatients (51.8%) felt
that the waiting time at Putri Hijau
Kindergarten Il Hospital in Medan was

slow.
c. In general, outpatients (76.4%) feel
that the process of accepting

outpatients at Putri Hijau Kindergarten
I Hospital in Medan is fast.

d. Most of the outpatients (56.4%) felt
that the physical environment of Putri
Hijau Medan Kindergarten Il Hospital
was good.

(417-429)

e. Most of the outpatients (54.5%) felt
that the information obtained by
patients from Putri Hijau Medan
Kindergarten Il Hospital was adequate

Bivariate Analysis

Table 3 shows that the proportion of
outpatients who are satisfied with the
higher (75.5%) in patients who get fast
services than those who get slow services,
and statistically there is a significant
relationship between the waiting time and
the satisfaction level of outpatients
(p<0.05).

Table 3. The Relationship Independent Variable with Patient Satisfaction at Putri Hijau
Kindergarten Il Hospital Medan in 2023

Satisfaction Level

Indepencent Satisfied Dissatisfied ol B
n % n % n %

Waiting Time

Fast 40 75,5 13 24,5 53 100 0.004

Slow 28 49,1 29 50,9 57 100 ’
Outpatient Admission Process

Fast 62 73,8 22 26,2 84 100 0.000

Slow 6 23,1 20 76,9 26 100 ’
Physical Environment of the Hospital

Good 47 75,8 15 24,2 62 100 0.001

Not good 21 43,8 27 56,3 48 100 ’
Information Patients Obtain from Hospitals

Adequate 48 80,0 12 20,0 60 100 0.000

Inadequate 20 40,0 30 60,0 50 100 '

Table 3 shows that the proportion of
satisfied outpatients is higher (73.8%) in
the fast outpatient acceptance process than
in the slow admission process and
statistically there is a significant
relationship between the patient acceptance
process and the satisfaction level of
outpatients (p < 0.05).

The  proportion of  satisfied
outpatients is higher (75.8%) in patients
who feel that the hospital environment is
better than the poor hospital environment
and statistically there is a significant

LLDIKTI Region X

relationship  between  the  hospital
environment and the satisfaction level of
outpatients (p < 0.05).

The  proportion  of  satisfied
outpatients is higher (80%) in patients who
get adequate information from the hospital
than those who get inadequate information
and statistically there is a significant
relationship between the information
obtained by outpatients from the hospital
and the satisfaction level of outpatients (p <
0.05).
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Multivariate Analysis

The results of the multivariate
analysis (final stage) can be seen in Table
4,

Based on Table 4, Outpatient
satisfaction rates were 4 times higher in
patients with fast wait times than slow wait
times with confidence intervals between
1.48 to 12.86. Outpatient satisfaction rates
were 9 times higher on fast outpatient
admissions than slow admissions with

(417-429)
confidence intervals between 2.62 to 32.0.
Outpatient satisfaction rates were 3 times
higher in a good physical hospital
environment than a bad one with a
confidence interval between 1.18 to 9.08.
Outpatient satisfaction rates were 7 times
higher in patients who got information
quickly than those who were slow with
confidence intervals between 2.43 and
20.11.

Table 4. Results of Multivariate Analysis and Dominant Variables Related to
Outpatient Satisfaction Levels at Putri Hijau Medan Kindergarten Il
Hospital in 2023

Independent variables p-value OR 95% ClI
Waiting time
rast 0008 44 148 - 12,86
Slow
Outpatient admission process
rast 0001 92 2,62 - 32,00
Slow
Physical environment of the hospital
Good 0023 33 1,18-9,08
Not good ’ ’ ' '
Information patients obtain from hospitals
Adequate
Inadequate 0,000 7,0 2,43 -20,11

The dominant variant related to the
level of outpatient satisfaction at Putri
Hijau Medan Kindergarten Il Hospital in
2023 is the outpatient admission process
(OR=9.2; 95% CI: 2.62 — 32.0).

DISCUSSION

According to the Regulation of the
Minister of Health of the Republic of
Indonesia Number 30 of 2022 concerning
National Indicators of Health Service
Quality Places where Doctors and Dentists
Practice Independently, Clinics,
Community Health Centers, Hospitals,
Health Laboratories, and Blood
Transfusion Units say that everyone has the
right to obtain safe and quality services in
accordance  with  service standards,
especially in health services to meet
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national indicators of health service quality.

As for the Regulation of the Minister of

Health in Article 3, it is written that quality

indicators in hospitals consist of:

a. Hand hygiene compliance

b. Compliance with the use of personal

protective equipment

Patient identification compliance

Response time of emergency cesarean

section surgery

Outpatient wait time

Elective surgery delay

Compliance with doctor visite time

Reporting of critical laboratory results

Compliance with the use of national

formularies

J.  Compliance with clinical flow

k. Compliance with efforts to prevent the
risk of patients falling

e o

—SQ o
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I.  Complaint response time speed
m. Patient satisfaction

Relationship between Wait Time and
Patient Satisfaction

Based on the results of the study, it
was obtained that there was a significant
relationship between waiting time and
patient satisfaction at Putri Hijau
Kindergarten Il Hospital Medan. This is
shown by the frequency of respondents who
feel satisfied, both slow and fast waiting
time at Putri Hijau Medan Kindergarten Il
Hospital, which is 28 respondents (49.1%)
and 40 respondents (58.8%) respectively.
From these results, it can be said that
respondents who felt that the waiting time
during registration at Putri  Hijau
Kindergarten Il Hospital Medan was slow
still satisfied due to adequate facilities/pre-
facilities. This shows that the respondents
still have a seat to wait. In addition,
respondents felt that the surrounding
physical environment was still clean and
tidy with good air circulation, and of course
respondents received adequate information
from hospital staff.

According to Nofriadi et al (2019),
the onset of patient satisfaction in
outpatient services is due to the direct
handling of patients who come so that
patients feel that the staff cares about their
condition. Direct handling is not only at the
registration counter but hospital staff who
are responsive to patient needs.

However, respondents who were
dissatisfied with the waiting time given
were caused by anxiety, boredom, and
boredom due to the lack of immediate
handling by the officers. Meanwhile,
respondents who felt dissatisfied even
though the waiting time was relatively fast
was due to the limited waiting room
conditions, such as the insufficient number
of waiting seats for all patients. However,
respondents who remained satisfied even
though the waiting time was relatively slow
was due to the patient's sense of
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understanding that they could understand
the busyness of officers, nurses, and doctors
due to the high number of patients receiving
treatment at each polyclinic.

The results of this study are in line
with Laeliyah & Subekti (2017), where
there is a significant relationship with
patient satisfaction (p=0.042). According to
him, the waiting time is the total time used
by patients to wait at the polyclinic, starting
from registration to being called to each
polyclinic room. Laeliyah & Subekti (2017)
added that according to the Ministry of
Health of the Republic of Indonesia
No0.129/Menkes/SK/IV/2008, the time
indicator in outpatient services is the time
needed for patients from registering to
being accepted or served by a doctor, which
is a total time of 60 minutes. Meanwhile,
based on the minimum service standard
(SPM), the waiting time indicator for
outpatient services, which is<60 minutes, is
included in the fast category.

Relationship between the Admission
Process and Patient Satisfaction Levels
Based on the results of the study, it
was found that there was a significant
relationship between the admission process
and the level of patient satisfaction at Putri
Hijau Kindergarten Il Hospital Medan. This
is shown by the frequency of respondents
who are satisfied, both the admission
process at Kindergarten Il Putri Hijau
Hospital Medan is slow and fast, namely as
many as 6 respondents (23.1%) and 62
respondents (73.8%) respectively. From
these results, it can be said that respondents
who felt that the admission process during
registration at Putri Hijau Kindergarten Il
Hospital in Medan was slow still satisfied
due to the skills of good registration
officers. In this case, the registration officer
can provide the information required by the
respondent without being convoluted and
understandable by the respondent. In
addition, respondents felt that the
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registration officer provided documents
carefully during the admission process.
Kuntoro & Istiono (2017) said that
the level of patient satisfaction during the
registration process is determined in the
assurance dimension. This means that
hospital officers are able to provide their
services to patients by arousing the patient's
confidence and confidence that the
registration officer is able to meet the needs
of patients with the certainty of service
without any doubt. This is obtained in the
form of files/documents or explanations
received by the patient are valid and in
accordance with what is needed.

Relationship between Physical
Environment and Patient Satisfaction
Level

Based on the results of the study, it
was found that there was a significant
relationship  between  the  physical
environment and the level of patient
satisfaction at Putri Hijau Kindergarten Il
Hospital Medan. This is shown by the
frequency of respondents who were
satisfied, both the physical environment at
Putri Hijau Kindergarten 11 Hospital Medan
was not good or good, namely 21
respondents (43.8%) and 47 respondents
(75.8%) respectively. From these results, it
can be said that respondents who felt that
the physical environment at Kindergarten Il
Putri Hijau Medan Hospital, especially in
the registration room, was not good but still
felt satisfied due to the self-awareness of
the respondents. In this case, the respondent
understood that the condition of the hospital
was being improved. Even so, the air
circulation in the hospital is still fairly
good. According to the respondent, the air
in the registration room and in other areas
is not hot/sultry. In addition, respondents
still get seats so they still feel comfortable.
According to Goalbertus (2016), the layout
of the rooms and furniture in health
facilities must be well arranged so that
patients can use the facilities provided and
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get services from the staff as much as
possible. A good physical environment
design can have a positive impact on patient
visualization so that it causes a positive
emotional response when receiving
services.

The results of this study are in line
with Rakhman et al (2022), where there is a
significant  relationship  between the
physical environment and the level of
patient satisfaction (p<0.05). In this case,
the physical environment is categorized
into five, namely air quality, temperature,
space layout, noise, and floor conditions.
According to him, the main thing that needs
to be considered as an indicator of the
physical environment of the hospital is the
construction of ventilation. Of course, this
IS important as air circulation or the
exchange of air in and out of the room. The
difference in temperature and ambient air is
measured as an air exchange medium,
where the process of fresh air entering from
the outside and pollutants coming out of the
room is measured. Thus, with these
conditions, an air conditioning system in
the hospital will be created that is
comfortable for the human body. A
conducive room temperature can prevent
energy in the body from being wasted to
adapt to room temperature differences.

Relationship of Information Obtained
with Patient Satisfaction Level

Based on the results of the study, it
was found that there was a significant
relationship  between the information
obtained and the level of patient satisfaction
at Putri Hijau Kindergarten Il Hospital
Medan. This is shown by the frequency of
respondents who were satisfied, both the
information obtained at the Putri Hijau
Medan Kindergarten 11 Hospital was
inadequate or adequate, namely 20
respondents (40.0%) and 48 respondents
(80.0%) respectively. From these results, it
can be said that respondents who felt that
the information obtained at Putri Hijau

424

This work is licensed under a Creative Commons Attribution 4.0 International License



https://creativecommons.org/licenses/by/4.0/

Roby Vransisko Manurung et. all | Determinants of Patient Satisfaction Levels in Hospitals

Kindergarten Ii Putri Hijau Medan in 2023

Kindergarten Il Hospital in Medan was
inadequate but still felt satisfied due to
responsive hospital staff. Based on the
interview, respondents said that hospital
staff were very responsive in responding to
respondents’ questions even though the
information obtained was not appropriate.
However, respondents can still obtain
information from other officers.

According to Kuntoro & Istiono
(2017), the level of patient satisfaction
during the registration process s
determined by the  responsiveness
dimension. This means that hospital
officers who act as service providers are
able to provide appropriate services to
patients appropriately. In this case, the
hospital staff emphasizes his attitude to the
patient ~ with  full  attention and
responsiveness during the service, such as
facing the patient's requests, questions,
grievances and problems. Thus, patients
feel confident because of the readiness of
hospital staff in helping patients.

The results of this study are in line
with Maryono et al (2020), where there is a
relationship between the provision of
information and the level of patient
satisfaction (p=0.021). According to him,
the provision of information in question is
the suitability of officers in providing
information in accordance with the SOP for
patient admission. Providing information is
one of the things that affects the level of
patient satisfaction with the quality of
service so that the communication process
between officers and patients is very
important. The provision of information in
accordance with the SOP for patient
admission is to provide communication
related to the explanation of the disease, the
treatment provided, the
administration/payment procedures, and
the provision of information related to
drugs. In addition, information related to
the patient's rights and obligations needs to
be carefully considered, starting from the
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patient registering himself to receiving
medicine.

Dominant Variables Related to Patient
Satisfaction Levels

Based on the results of the study, it
was obtained that the dominant factor
related to the level of patient satisfaction at
Putri Hijau Medan Kindergarten 1l Hospital
in 2023 is the admission process. This is
shown by the p value in the multivariate
analysis of 0.000 with an OR value of 9.2.
This means that the level of patient
satisfaction is 9 times greater in the
admission process. Pangerapan et al (2018)
explained that the acceptance process is
related to the quality of service which is
divided based on the categories of physical
evidence, attention, and responsiveness of
the registration officer. It is explained in the
study, that physical evidence is an indicator
of the officer himself. In other words, the
physical condition of the officers who are
clean, neat, and orderly reflects that the
hospital will carry out its functions well.
From this perception, high patient
satisfaction will arise because of the high
assessment.

The admission process is identical to
the interaction between officers and
patients. During the admission process, the
officer conducts an orientation, both about
the treatment room, doctors, and other
things that need to be done by the patient
before entering the treatment room. In
addition, the acceptance process also
concerns the administration submitted by
the officer regarding the explanation of the
disease, examination schedule,
administration/payment procedures,
explanation of the patient's rights and
obligations, and procedures for taking
medication (Sari et al., 2017).

Based on the explanation above, of
course, the admission process is the
dominant factor related to the level of
patient satisfaction because the main things
that are done before and after the patient
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enters the treatment room are very
important to pay attention to. If the
admission process procedure carried out by
the officer is not suitable, it can reduce the
level of patient satisfaction. And vice versa.

CONCLUSIONS

The conclusions in this study are
Most of the outpatients at Putri Hijau
Medan Kindergarten Il Hospital in 2023 are
26-35 years old, highly educated, and
working as self-employed. The satisfaction
rate of outpatients who received treatment
at Putri Hijau Medan Kindergarten Il
Hospital in 2023 was 61.8%. There was a
significant relationship between the waiting
time, the outpatient admission process, the
physical environment of the hospital, and
the information obtained by patients from
the hospital with the level of outpatient
satisfaction at Putri Hijau Kindergarten Il
Hospital in 2023 (p<0.05) and the dominant
variable related to the level of patient
satisfaction at Putri Hijau Kindergarten Il
Hospital in 2023 was the outpatient
admission process. Outpatient satisfaction
rates were 9 times higher on fast outpatient
admissions than slow admissions with
confidence intervals between 2.62 to 32.0.

It is expected to be able to provide
suggestions and criticism to the health
facilities visited according to the
experience gained and strive to pay
attention to patient comfort by adding seats
in the registration room or directing patients
to sit in the place that has been provided
even though it is a little far from the
registration room. In this case, hospital staff
need to be responsive in paying attention to
more widespread queue number calls, such
as using loudspeakers.

REFERENCES

Aldana, J. M., Piechulek, H., Al-sabir, A.,
Mendoza Aldana, J., Piechulek, H., &
Al-sabir, A. (2001). Client
satisfaction and quality of health care
in rural Bangladesh. Bulletin of the

LLDIKTI Region X

(417-429)
World Health Organization, 79(6),
512-517.

Andaleeb, S. S., Siddiqui, N., &
Khandakar, S. (2007). Patient
satisfaction with health services in
Bangladesh. Health Policy and
Planning, 22(4), 263-273.

Beattie, P.F., Pinto, M.B., Nelson, M.K.
and Nelson, R. (2002), “Patient
satisfaction with outpatient physical
therapy:  instrument  validation”,
Physical Therapy, Vol. 82 No. 6, pp.
557-668.

Brady, M.K. and Cronin, J.I. (2001), “Some
new thoughts on conceptualizing
perceived  service  quality: a
hierarchical approach”, Journal of
Marketing, Vol. 65, pp. 34-49.

Dewi, A.U. (2015). The Relationship
between Registration Waiting Time
and Patient Satisfaction at the
Outpatient Registration Site (TPPRJ)
of Sukoharjo Hospital. Publication
Manuscript.  Faculty of Health
Sciences, University of
Muhammadiyah Surakarta.

Dhelia, A. (2018). The Effect of Service
Quality and Facilities on Outpatient
Satisfaction at Gusti Hasan Aman
Dental and Oral Hospital,
Banjarmasin. Thesis.

Ep Koubaa Eleuch, A. (2011). Healthcare
Service Quality Perception In Japan.
International Journal Of Health Care
Quality Assurance, 24(6), 417-429.
https://doi.org/10.1108/095268611111
50680

Faktor Yang Mempengaruhi Waktu
Tunggu Pelayanan Kesehatan
Kaitannya Dengan Kepuasan Pasien
Rawat Jalan Klinik Penyakit Dalam
Rsud Dr. Iskak Tulungagung Factors
Influencing Service Waiting Times In
Relation  To Internist ~ Clinic
Outpatient’s Satisfaction At Dr. Iskak
Public Hospital Tulungagung. (N.D.).
http://jkb.ub.ac.id/index.php/jkb/articl
elview/1645

426

This work is licensed under a Creative Commons Attribution 4.0 International License



https://creativecommons.org/licenses/by/4.0/

Roby Vransisko Manurung et. all | Determinants of Patient Satisfaction Levels in Hospitals

Kindergarten Ii Putri Hijau Medan in 2023

Fanny, N., Fatimah, F. S., & Huda, M. I. N.
(2022). The Relationship between
Effective Communication of
Registration Officials and Patient
Satisfaction at Hospital X. Proceedings
of the 2022 National Health
Information Seminar.

Firdaus, F. F., & Dewi, A. (2002). Evaluasi
Kualitas Pelayanan Terhadap
Kepuasan Pasien Rawat Jalan Peserta
Bpjs Di Rsud Panembahan Senouspati
Bantul Evaluation Of Service Quality
Towards Outpatient Bpjs Participants
Satisfaction In Panembahan Senopati
Bantul District Hospital.

Goalbertus. (2016). The Role of Physical
and Social Environment in Creating
Dental Clinic Patient Satisfaction.
Scientific  Journal of Integrated
Dentistry, 2(1), 23-28.

Ministry of Health of the Republic of
Indonesia (2010) 'Regulation of the
Minister of Health Number 340
concerning Hospital Classification’,
Regulation of the Minister of Health of
the Republic of Indonesia Number
340/Menkes/Per/111/2010 concerning
the Classification of Hospitals with the
Grace of God Almighty, Minister of
Health of the Republic of Indonesia,
Considering, 111, P. Number 340.

Kotler,  Philip.  (2003).  Marketing
Management. 11st edition. Prentice
Hall, New Jersey

Laeliyah, N. & Subekti, H. (2023). The
Relationship  between  Outpatient
Service Waiting Time and Patient
Satisfaction with Outpatient Services
at Indramayu Regency Hospital.
Journal of Vocational Health, 1(2),
102-112.

Laksono, Ismawan Nur. Analysis of
Satisfaction and Its Relationship with
Inpatient Loyalty at Dedi Jaya
Hospital, Brebes Regency. Master of
Public Health Science Postgraduate
Study Program, Diponegoro
University. Semarang: 2008.

LLDIKTI Region X

(417-429)

Latifah. (2019). The Relationship between
Administrative Services and Health
Workers with Patient Satisfaction with
the Quality of Health Services at the
Gandus Health Center in Palembang in
2018. https://jurnal .stik-
sitikhadijah.ac.id/index.php/multiscien
ce/article/view/144/111

Lely, M., & Suryati, T. (2018). Outpatient
perception of the quality of service in
hospitals. Health Research Bulletin,
46(4).
https://doi.org/10.22435/bpk.v46i4.33

Lytle, R.S. and Mokwa, M.P. (1992),
“Evaluating healthcare quality: the
moderating role of outcomes”, Journal
of Healthcare Marketing, Vol. 12 No.
1, pp. 4-16.

Maghfiroh, S., Priyanti, R. P., & Mubarrok,
A. S. (2019). The Relationship
between Waiting Time and Length of
Stay (LOS) and Patient Satisfaction at
the Emergency Installation of Jombang
Hospital. Muhammadiyah Journal of
Nursing, 4(1), 89-93.

Managing Service Quality, Vol. 9 No. 4,
pp. 230-40.

Manurung, K., P., Akbar, F., Ketaren, O., &
Lina Tarigan, F. (2022). The
Relationship between Health Service
Quality and Patient Satisfaction at the
Radiology Installation of Putri Hijau
Hospital Medan. Journal of Public
Health 6(1).

Marley, K.A., Collier, D.A. and Goldstein,
S.M. (2004), “The role of clinical and
process quality inachieving patient
satisfaction in hospitals”, Decision
Sciences, Vol. 35 No. 3, pp. 349-60
Martinez ~ Fuentes, C.  (1999),
“Measuring hospital service quality: a
methodological study”,

Marno. (2002). Basic concept of outpatient
waiting time. Pandanaran
University.Purnama, D. 1. (2017)
‘Analysis of Air Physical Quality and
Mold Presence in the Pavilion Room of
Dr. Soebandi Jember Hospital'.

427

This work is licensed under a Creative Commons Attribution 4.0 International License



https://creativecommons.org/licenses/by/4.0/
https://jurnal.stik-sitikhadijah.ac.id/index.php/multiscience/article/view/144/111
https://jurnal.stik-sitikhadijah.ac.id/index.php/multiscience/article/view/144/111
https://jurnal.stik-sitikhadijah.ac.id/index.php/multiscience/article/view/144/111
https://doi.org/10.22435/Bpk.V46i4.33

Roby Vransisko Manurung et. all | Determinants of Patient Satisfaction Levels in Hospitals

Kindergarten Ii Putri Hijau Medan in 2023

Martina, B., & Sumatera Utara, U. (2016).
Effect On The Quality Of Health
Hospital Patient Satisfaction Cut
Meutia Hospital District North Aceh T
H E S | S Master Studies Development
Program Faculty Of Social Science
And Political Science University Of
Northern Sumatra Medan 2011.

Maryono, Putri, I. R. R, & Inayati, A.
(2020). The Relationship between
Providing Information to Inpatients
and Satisfaction with Patient Service
Quality at the Admissions Unit of Dr.
Sardjito Yogyakarta Hospital.
Indonesian  Journal of Hospital
Administration, 3(1), 27-35.

Nofriadi, N., Delima, M., & Sara, Y.
(2019). The Relationship between
Long Waiting Time for Services and
Patient Satisfaction of Painan Hospital
Internal Medicine Polyclinic.
Proceedings of the Pioneer Health
Seminar, 2(1), 67-72.

Novilia, S. (2019). Factors Related to
Satisfaction of Tuberculosis Patients at
Putri Hijau Hospital, TK Il Medan,
2017. SIMANTEK Scientific Journal,
3(4), 106-120.

Nugroho, A. B., & Samanhudi, D. (2020).
Customer satisfaction analysis using
the Servqual method and designing a
marketing strategy using the SWOT
method on XYZ restaurant. Juminten,
1(5), 13-24.
Https://Doi.0Org/10.33005/Juminten.V
1i5.188

Nugroho, A.B. and Samanhudi, D. (2020)
'Customer Satisfaction Analysis Using
the Servqual Method and Designing a
Marketing Strategy with the SWOT
Method in XYZ Restaurant', Juminten,
1(5), pp. 13-24.
doi:10.33005/juminten.v1i5.188.

Oliver, R. L. 1997. Satisfaction: A
Behavioral  Perspective on The
Cunsumer. New York: McGraw-Hill,
Inc.

Orava, M. and Tuominen, P. (2002),

LLDIKTI Region X

(417-429)
“Curing and caring in surgical
services: a relationship approach”, The
Journal of Services Marketing, Vol. 16
No. 7, pp. 677-92.

Pamungkas, G. & Kurniasari, N. (2019).
The Relationship  between the
Completeness of Puskesmas Facilities
and Infrastructure with  Patient
Satisfaction at the Melong Asih Health
Center, Cimahi City in 2019. Journal of
Health Sciences, 12(2), 60-609.

Parasuraman Et Al (1985).

Pohan.l.S., Quality Assurance of Health
Services: Basics of Understanding and
Application, 2007, EGC, Jakarta

Pouragha, B., & Zarei, E. (2016). The
Effect Of Outpatient Service Quality
On Patient Satisfaction In Teaching
Hospitals In Iran. Materia Socio
Medica, 28(1), 21.
Https://Doi.0rg/10.5455/Msm.2016.2
8.21-25.

Primastuti, A. N.m Sugiarsi, S., &
Mulyono, S. (2022). The Relationship
between Service Quality and Patient
Satisfaction in Outpatient Registration
Services at Jati Husada Karanganyar
General Hospital. Indonesian Journal
of Health Information Management,
2(2), 1-6.

Rakhman, F., Fitriani, A. D., & Jamaluddin.
(2022). The Effect of the Physical
Environment of Class Il Inpatient
Rooms on Patient Satisfaction at TGK
CHIK Hospital in Tiro Sigli. Kusuma
Husada Health Journal, 13(1), 93-100.

Rangkuti, F. (2006). Measuring Customer
Satisfaction.  Jakarta: =~ Gramedia
Pustaka Utama

Raodah, P. (2020). Analysis of Service
Quality on Patient Satisfaction at the
Inpatient Installation of
Massenrempulu Hospital, Enrekang
Regency. Thesis as one of the
requirements to achieve a master's
degree.

Supartiningsih, S. (2017). Quality of
Service and  Hospital  Patient

428

This work is licensed under a Creative Commons Attribution 4.0 International License



https://creativecommons.org/licenses/by/4.0/
https://doi.org/10.5455/Msm.2016.28.21-25
https://doi.org/10.5455/Msm.2016.28.21-25

Roby Vransisko Manurung et. all | Determinants of Patient Satisfaction Levels in Hospitals

Kindergarten Ii Putri Hijau Medan in 2023

Satisfaction: Cases in Outpatients.
Journal of Medicoeticolegal and
Hospital Management
10.18196/Jmmr.2016, 6(1), 9-15.
https://doi.org/10.18196/jmmr.6122

Tjiptono, Fandy. 2005. Marketing Services.
Bayumedia Publishing, Malang

Trumble, S.C., O’brien, M.L., O’brien, M.
And Hartwig, B. (2006),
“Communication Skills Training For
Doctors Increase Patients’
Satisfaction”, ClinicalGovernance: An
International Journal, Vol. 11 No. 4,
Pp. 299-307.

Wilfred Robinson Tambunan (2016)
Measurement and Improvement of VIP
Inpatient Room Patient Satisfaction at
Adventist Hospital Bandung.
Thesis(S2) thesis, Unpas

Winsted, K.F. (2000), “Service Behaviors
That Lead To Satisfied Customers”,

LLDIKTI Region X

(417-429)
European Journal Of Marketing, Vol.
34 Nos 3/4, Pp. 399-413

Zeithaml, V.A. (2000), “Service Quality,
Profitability And Economic Worth Of
Customers: What We Know And We
Need To Learn”, Academy Of
Marketing Science Journal, Vol. 28
No. 1, Pp. 67-85.

Zifko Baliga, G.M. And Krampf, R.K.
(1997), “Managing Perceptions Of
Hospital Quality”, Marketing Health
Service, Vol. 17 No. 1, Pp. 8-36.

Zineldin, M. (2006), “The Quality Of
Healthcare And Patient Satisfaction:
An Exploratory Investigation Of 5q
Model At Some Egyptian And
Jordanian Medical Clinics”,
International Journal Of Healthcare
Quality Assurance, Vol. 19 No. 1, Pp.
60-92

429

This work is licensed under a Creative Commons Attribution 4.0 International License



https://creativecommons.org/licenses/by/4.0/
https://doi.org/10.18196/Jmmr.6122

