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Hubungan Komunikasi Terapeutik Non Verbal (Smile) Perawat Dengan Kepuasan
Pasien Di Ruang Rawat Inap Rumah Sakit Tk.II Udayana

ABSTRAK

Kepuasan pasien merupakan indikator utama dalam mutu pelayanan
kesehatan, namun pencapaiannya seringkali terkendala oleh kurangnya
pendekatan dalam interaksi klinis. Komunikasi terapeutik, khususnya melalui
bentuk non-verbal seperti senyum (smile) perawat, merupakan instrumen penting
yang memberikan ketenangan dan kenyamanan bagi pasien selama masa
perawatan. Meskipun secara teori senyum perawat memiliki dampak terapeutik
yang besar, pada kenyataannya aspek ini sering terabaikan di tengah beban kerja
perawat yang tinggi, sehingga berisiko menurunkan kualitas pelayanan. Ketidak
konsistenan penerapan komunikasi non-verbal inilah yang menjadi celah serius
dalam pelayanan keperawatan yang perlu dikaji lebih mendalam untuk
memastikan efektivitasnya terhadap kepuasan pasien.

Penelitian ini merupakan penelitian kuantitatif menggunakan desain
korelasional dan pendekatan cross sectional. Sempel penelitian sebanyak 100
pasien di Ruang Rawat Inap yang dipilih melalui teknik purposive sampling. Data
dikumpulkan dengan kuesioner serta dianalisis dengan uji Rank Spearman.

Hasil penelitian menunjukan senyum perawat dengan rata-rata 90%
(sangat baik) dan kepuasan pasien dengan rata-rata 69% (sangat puas). Hasil
analisis bivariat menunjukan ada hubungan komunikasi terapeutik non verbal
(smile) perawat dengan kepuasan pasien di Ruang Rawat Inap Rumah Sakit Tk.II
Udayana (p=0,000; r=0,939). Oleh karena itu disarankan kepada Rumah Sakit
Tk.II Udayana untuk meningkatkan kualitas pelayanan yang baik sehingga
memberikan dampak positif bagi peningkatan kepuasan pasien.

Kata Kunci : kepuasan pasien, smile perawat, komunikasi terapeutik
non verbal
Daftar Pustaka : 68 (2016-2025)



HEALTH INSTITUTION OF BINA USADA BALI
BACHELOR DEGREE OF NURSING PROGRAM

Undergraduate Thesis, April 2026
Novliani Theresia Manetde
xvi + 60 pages + 5 tables + 2 figures + 11 appendices

The Relationship Between Nurses’ Nonverbal Therapeutic Communication
(Smile) and Patient Satisfaction in the Inpatient Ward of Tk. II Udayana
Hospital

ABSTRACT

Patient satisfaction is a key indicator of healthcare service quality;
however, its achievement is often hindered by the lack of effective approaches in
clinical interactions. Therapeutic communication, particularly in nonverbal forms
such as nurses’ smiles, is an important instrument that provides comfort and
reassurance to patients during their hospitalization. Although theoretically a
nurse’s smile has significant therapeutic effects, in practice this aspect is often
overlooked due to the high workload of nurses, which may negatively impact the
quality of care. This inconsistency in the implementation of nonverbal
communication represents a critical gap in nursing services that requires further
investigation to determine its effectiveness in improving patient satisfaction.

This study employed a quantitative method with a correlational design and
a cross-sectional approach. The sample consisted of 100 inpatients selected using
a purposive sampling technique. Data were collected using questionnaires and
analyzed using the Spearman Rank test.

The results showed that nurses’ nonverbal communication in the form of
smiling had an average score of 90% (very good category), while patient
satisfaction had an average score of 69% (very satisfied category). Bivariate
analysis indicated a significant relationship between nurses’ nonverbal therapeutic
communication (smile) and patient satisfaction in the inpatient ward of Tk. II
Udayana Hospital (p = 0.000; r = 0.939). It is recommended that Tk. II Udayana
Hospital continue to improve service quality, particularly in the aspect of
nonverbal therapeutic communication, in order to enhance patient satisfaction.

Keywords: patient satisfaction, nurses’ smile, nonverbal therapeutic
communication
References: 68 (2016-2025)
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