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ABSTRAK 

 

Pelayanan pasien di IGD setiap rumah sakit perlu dilakukan sesuai standar. 

Kepuasan pasien dan keluarganya perlu dijaga sehingga pelayanan standar perlu 

dipertahankan agar sesuai dengan ekpektasinya. Penelitian bertujuan untuk 

mengetahui pelayanan pasien di IGD Rumah Sakit X Nusa Dua. 

Penelitian yang dilakukan merupakan penelitian kualitatif dengan pendekatan 

hermeneutik, informan sebanyak 10 orang yaitu para pasien, staf IGD dan 

manajemen RS. Ada dua tema besar pelayanan di IGD diantaranya respon petugas 

ketika pasien tiba di IGD dan penanganan petugas terhadap pasien IGD. Peranan 

pelayanan dalam pelayanan kesehatan, petugas di IGD mampu untuk memberikan 

pelayanan kepada pasien dengan sebaik mungkin sehingga hak pasien untuk 

mendapatkan pelayanan optimal sesuai kebutuhannya dapat dipenuhi 

Penanganan petugas terhadap pasien di IGD dilakukan dengan baik sesuai dengan 

standar dan Pendapat pasien setelah mendapatkan pelayanan IGD pasien 

memperoleh kepuasan sesuai kebutuhannya, sehingga manajemen RS mampu 

memberikan pelayanan sesuai ekspektasi pelanggan 
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ABSTRACT 

 

Patient services in the ER at each hospital need to be carried out according to 

standards. The satisfaction of patients and their families need to be maintained so 

that standard services need to be maintained so that they are in accordance with 

their expectations. This study aims to determine patient services at the IGD 

Hospital X Nusa Dua. 

The research is a qualitative research with a hermeneutic approach, as many as 

10 informants, namely patients, emergency room staff and hospital management. 

There are two major themes of service in the ER, including the response of the 

officer when the patient arrives at the ER and the handling of the officer to the ER 

patient. The role of service in health services, officers in the IGD are able to 

provide services to patients as best as possible so that the patient's right to get 

optimal service according to their needs can be fulfilled 

The handling of officers to patients in the emergency room is carried out properly 

in accordance with the standards and the opinion of the patient after receiving 

emergency services, the patient gets satisfaction according to his needs, so that 

hospital management is able to provide services according to customer 

expectations. 
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