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xv + 70 + 9 tabel + 2 gambar + Lampiran
ABSTRAK

Ketidakpuasan pasien terhadap pelayanan rumah sakit dapat menimbulkan
berbagai dampak negatif antara lain menurunnya loyalitas pasien, meningkatnya
jumlah keluhan, serta terbentuknya citra negatif rumah sakit. Tujuan penelitian ini
adalah mengetahui hubungan waktu tunggu pelayanan rawat jalan dan pengaruhnya
terhadap kepuasan pasien di RSUD Singasana.

Penelitian ini menggunakan desain penelitian kuantitatif rancangan cross
sectional dengan consecutive sampling yang melibatkan 68 responden. Waktu
tunggu diukur dengan kuesioner waktu tunggu serta kepuasan pasien diukur dengan
kuesioner service quality, kemudian dilakukan analisis data dengan wilcoxon t-test
karena data berdistribusi tidak normal.

Hasil penelitian menunjukkan sebagian besar responden menyatakan
bahwa waktu tunggu sudah sesuai standar serta puas terhadap pelayanan yang
diberikan dimana mencapai 40 responden (58,8%). Analisis dengan wilcoxon t-test
mendapatkan nilai p value= 0,001 sehingga ada pengaruh waktu tunggu pelayanan
rawat jalan dan terhadap kepuasan pasien di RSUD Singasana.

Diharapkan kepada pihak rumah sakit untuk melengkapi sarana hiburan
seperti koran, buku, majalah, dan tv, sehingga pasien tidak merasa jenuh dan bosan
ketika menunggu antrian di pelayanan rawat jalan.

Kata Kunci  : waktu tunggu, kepuasan, rawat jalan
Daftar pustaka: (2018-2026)
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Analysis Of Outpatient Service Waiting Times And Their Impact On Patient
Satisfaction At Singasana Regional General Hospital (RSUD Singasana)

xv + 70 + 9 tables + 2 pictures + Attachments

ABSTRACT

Patient dissatisfaction with hospital services can lead to various negative
consequences, including reduced patient loyalty, an increase in complaints, and a
tarnished hospital image. This study aimed to examine the relationship between
outpatient service waiting times and patient satisfaction at RSUD Singasana.

This study employed a quantitative, cross-sectional design using
consecutive sampling and involved 68 respondents. Waiting times were measured
using a waiting time questionnaire, while patient satisfaction was assessed via a
service quality questionnaire, data analysis was conducted using the Wilcoxon
signed-rank test, as the data were not normally distributed.

The results indicated that the majority of respondents (40 or 58.8%)
considered the waiting times to be within standard limits and were satisfied with
the services provided. The Wilcoxon signed-rank test yielded a p-value of 0.001,
demonstrating a significant influence of outpatient service waiting times on patient
satisfaction at RSUD Singasana.

It is recommended that the hospital provide entertainment facilities—such
as newspapers, books, magazines, and televisions—to prevent patients from feeling
bored or restless while waiting for outpatient services.

Keywords: waiting time, satisfaction, outpatient care
Bibliography: (2018-2026)
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