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ABSTRACT

General Hospital of Muhammadiyah University of Malang is one of the largest
hospitals that provides health services for people in the Malang area and its surrounding. It is
also strived to improve the quality services and developed a complete infrastructure facility
continuously to obtained good health services. This research used crossectional method. ode
yang digunakan dalam penelitian ini adalah Crosssectional. The number of total population
about 13205 with total 99 participants for sample. The sampling method using Purposive
Sampling. The data collection using questionnaries and prosessed with Chi-square test.The
result showed there was significant impact between service quality on registration section and
patient satisfaction during Covid-19 pandemic. The value of significant impact between service
quality on registration section and patient satisfaction is 0,002, which means Ho rejected and
the value of correlation coefficient 0.313 which means theres is correlation between service
quality on registration section and patient satisfaction during Covid-19 pandemic. There is a
significant impact between between service quality on registration section and patient
satisfaction.
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INTRODUCTION

Individual health, in a plenary manner that provides inpatient, outpatient, and emergency
services (PermenkesRlI, 2017).

All hospitals should have policies that focus on patient satisfaction, and be evaluated in stages,
firstly to carry out the obligations made, secondly to develop better services, and lastly to gain
recognition and accreditation (Abera et al, 2017).

Service is an important thing to pay attention to, because it will be perceived by consumers
after consumers use goods or services, thus demanding a service or service provider institution to always
pamper consumers by providing the best service (Assauri, 2008).

The increasing demands of the community for the quality of health services, the service function
needs to be improved to provide patient satisfaction. The hospital's ability to meet patient needs can

Various activities and infrastructure of health service activities that reflect the quality of the
hospital are the main determinants of patient satisfaction. Patients will provide an assessment of various
health service activities received as well as facilities and infrastructure related to the implementation of
health services. Their assessment of the condition of the hospital is a picture of the quality of the hospital
as a whole based on patient's individual subjective experience. The results of this assessment tend to be
a determining factor in the level of patient satisfaction. The patient's assessment of the quality of the
hospital comes from the patient's experience. The aspect of hospital patient experience can be
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interpreted as a treatment or action by the hospital that is being or has been lived, felt, and borne by
someone who needs hospital health services (Utama, 2010).

A person's satisfaction with an object varies from the level of very satisfied, satisfied, quite
satisfied, less satisfied, and very dissatisfied. The same service for the same case can occur the level of
satisfaction felt by the patient will be different. This depends on the background of the patient itself, 3
individual characteristics that were present before the onset of the disease, which are called predisposing
factors (Anderson and Joanna, 2009).

Muhamadiyah University General Hospital Malang Muhamadiyah University Malang is one of
the largest hospitals which is also a health service hospital that provides health services for people in
the Malang area and its surroundings. Muhammadiyah University Malang Public Hospital strives to
continuously improve service quality and also continues to develop and complement health
infrastructure facilities in obtaining health services. Based on the results of a preliminary study
conducted at the Muhammadiyah University Malang General Hospital, it showed that of the 5
respondents there was a level of satisfaction of patients who came to the Muhammadiyah University
Hospital Malang, there were still those who were dissatisfied, namely 10 respondents. This is due to the
conformity of expectations, the ease of obtaining services and the willingness to recommend.

METHODS

This research is an analytical research conducted with a research approach used in this study is
a cross sectional approach. carried out at the Outpatient Patient Registration Center at the
Muhammadiyah University General Hospital in Malang in August 2022 for this study menggunakan
dependent variable and independent variable design. Research data collection techniques originate from
interviews to collect data orally, systematic observation of observations, and written statement
guestionnaires to respondents to answer. The population is 99 respondents, namely patients who receive
services at outpatient registration at the General Hospital of the University of Muhammadiyah Malang.
The sampling technique in this study was non-probability sampling with purposive sampling. for the
results of Service Quality and Satisfaction . Data collection was done using a questionnaire and the data
obtained was processed using the Chi-square statistical test.

RESULT

1. Characteristics of Respondents Based on Gender
Table 4.1 Characteristics of Respondents Based on Gender

Jenis Kelamin  Frequency Percent Valid Percent Cumulative Percent
laki-laki 41 41.4 41.4 41.4
perempuan 58 58.6 58.6 100
Total 99 100 100

The table above shows that of the 99 respondents who became the research sample, there were
41 male respondents or 41.4%, while the respondents

female sex as many as 58 people or by 58.6%. It can be concluded that the majority of
respondents were female (58.6%).
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2. Characteristics of Respondents by Age
Table 4.2 Characteristics of Respondents by Age

AGE Frequency Percent Valid Percent Cumulative
Percent
26 — 35 tahun 46 46.5 46.5 46.5
36 — 45 tahun 20 20.2 20.2 66.7
46 — 55 tahun 33 333 33.3 100
Total 99 100 100

Based on table 4.2 above, out of 99 respondents there were 46 people or 46.5% aged between
26 to 35 years, 20 people or 20.2% aged between 36 to 45 years, 33 people or 33.3% aged between 46
to 55 years .
3. Respondent Education
Table 4.3 Characteristics of Respondents Based on Education Level

Last Education Frequency Percent Valid Percent Cumulative
Percent
SD 8 8.1 8.1 8.1
SLTP 16 16.2 16.2 24.2
SLTA 43 43.4 43.4 67.7
College School 32 32.3 32.3 100
Total 99 100 100

Based on table 4.3 above, of the 99 respondents who were used as the research sample, there
were 8 respondents who graduated from elementary school or 8.1%. Furthermore, by education level,
16 people graduated from junior high school or 16.2%, 43 people graduated from high school or 43.4%
and 32 people graduated from university or 32.3%. It can be concluded that the number of respondents
is the largest number of respondents who graduated from high school (43.4%).

4. Quality of Service Owned by Muhammadiyah University General Hospital Malang

Tabel 4.4 Distribution of Respondents' Perceptions of Service Quality

Service Quality Frequency  Percent Valid Percent Cumulative
Percent
Bad 43 43.4 43.4 43.4
Good 56 56.6 56.6 100
Total 99 100 100

Based on table 4.4 it can be seen that respondents’ perceptions of service quality in general were
56 respondents who answered good or (56.6%) and 43 respondents answered not good (43.4%).
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5. Satisfaction of Outpatient Patients Owned by Muhammadiyah University General Hospital
Tabel 4.5 Distribution of Respondents' Perceptions of Satisfaction

Consumer Frequency Percent Valid Percent Cumulative
Satisfaction Percent
Not Satisfied 22 22.2 22.2 22.2
Satisfied 77 77.8 77.8 100
Total 99 100 100

Based on table 4.5 it can be seen that respondents' perceptions of satisfaction in general were

77 respondents who answered Satisfied or (77.8%) and 22 respondents answered Dissatisfied (22.2%).

6. Results of bivariate analysis The Effect of Quality of Service in the Registration Department

on Outpatient Satisfaction at the General Hospital of the University of Muhammadiyah Malang.

Table 4.6 Results of bivariate analysis Effect of Quality of Service in the Registration
Department on Patient Satisfaction

No. Consumen Satisfaction Total
Service quality Tidak Puas Puas
N % N % N %
1. Bad 16 37,2 27 62,8 43 100
2. Good 6 10,7 50 89,3 56 100
Total 22 22,2 63 69,2 99 100

Based on table 4.5, it was found that of the 99 respondents with a level of patient satisfaction,
16 people or 37.2% answered the service quality was not good and 37.2% were dissatisfied, 6 people
or 10.7% answered good quality but were not satisfied. While the respondents who answered that the
quality was not good and were satisfied were 27 people or 62.8%, the respondents who answered that
the quality was good and satisfied were 50 people or 89.3%.
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7. The results of the chi square test analysis of the effect of service quality in the registration
department on outpatient satisfaction at Muhammadiyah University General Hospital.
Table 4.6 Results of bivariate analysis Effect of Quality of Service in the Registration
Department on Patient Satisfaction

Chi-Square Tests

Value df Asymp. Exact Sig. Exact Sig. (1-

Sig. (2- (2-sided) sided)
sided)

Pearson Chi-Square 9.8792 1 .002

Continuity Correction® 8.405 1 .004

Likelihood Ratio 9.981 1 .002

Fisher's Exact Test .003 .002

Linear-by-Linear 9.779 1 .002

Association

N of Valid Cases 99

a. 0 cells (0.0%) have expected count less than 5. The minimum expected count is 9.56.

b. Computed only for a 2x2 table

Based on table 4.15. Based on the results of the chi square test, the p value was 0.002, the p
value <[ 0.05, so that HO was rejected and H1 was accepted, which means that the effect of service

quality has a significant relationship with the level of patient satisfaction with a p value = 0.002 (<0,
05).

DISCUSSION

The assessment of the quality of service in the patient registration section is the respondent's
perception of the customer's assessment of the core of the service provided.

According to (Suryaningtyas, et al, 2013), service quality is one of the survival requirements of
a company or agency, the high quality of service provided will be reflected in aspects of service user
satisfaction. A process of helping others in certain ways that require sensitivity and interpersonal
relationships to create satisfaction and success (Boediono, 2009). According to (Kotler, 2008) the notion
of service is that any action or activity that can be offered by one party to another is basically intangible
and does not result in any ownership. Service quality is centered on a fact determined by consumers.
Strategic interaction of services, service systems and human resources and consumers will greatly
determine the success of company management.

Based on the results of the research on outpatient patient registration at the General Hospital of
the University of Muhammadiyah Malang, it was found that out of 99 respondents it was found that
respondents' perceptions of the assessment of service quality in general in the patient registration section
were 56.6% good and 43.3% unfavorable. this makes it a concern because from the results of
observations of patients who feel dissatisfied because of the regulations regarding administrative
requirements in insurance which are always changing.

Based on the researcher's assumptions, the outpatient registration section should have good
service quality as an embodiment in providing services to patients so that patients feel satisfied with the
services at the hospital in providing health services while respecting patients. Therefore it is necessary
to implement a strategy to form the best service quality, then (Tjiptono, 2008) explains the service
quality strategy as follows:

1. Attributes of customer service, namely that service delivery must be timely, accurate with
attention and friendliness.
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2. The approach to improving service quality is an important aspect in realizing customer
satisfaction. This is due to cost factors, program implementation time and the influence of customer
service. These three factors represent the understanding and implementation of a system that is
responsive to consumers and organizations in order to achieve optimum satisfaction.

3. Feedback system and quality of customer service, namely by understanding consumer
perceptions of the company and competitors. Measuring and improving company performance,
transforming the company's strong areas into market differentiating factors, demonstrating the
company's commitment to quality and consumers.

4. Implementation, is the most important strategy as part of the implementation process, the
management

Patient satisfaction in the outpatient registration section Based on the results of research on the
outpatient registration section at the General Hospital of the University of Muhammadiyah Malang
stated that from 99 respondents it was found that respondents' perceptions of satisfaction ratings in
general were in the patient registration section that were satisfied as many as 77 people or (77 .8%) and
patients who were dissatisfied, namely as many as 22 people or (22.2%) patient satisfaction at outpatient
registration was influenced by the convenience that was obtained during the Covid 19 pandemic so that
patients still felt comfortable registering.

Based on the results of research at the General Hospital of the University of Muhammadiyah
Malang, namely patient satisfaction is determined by patient expectations while patient dissatisfaction
arises when the results obtained by health services do not meet expectations.

Customer satisfaction is a very important part of the success of a business. Many companies
state that the company's main goal is to satisfy consumers. There are many kinds of expressions, because
satisfaction is something abstract and difficult to measure. Everyone has their own assessment of the
desired satisfaction, so the success of a company is largely determined by the satisfaction that can be
given to consumers (Supriatin, 2009). According to Zeithaml, satisfaction is a comparison between
customer perceptions of the services received and their expectations before using the product (Jasfar,
2012). Basically, consumer satisfaction is the response or feelings of pleasure of consumers after
comparing the results or performance that consumers feel with consumer expectations. received after
consuming a product or service (Susilo et al., 2018).

The Influence of Service Quality in the Registration Department on Outpatient Patient
Satisfaction Based on the results of the research on outpatient registration at the University of
Muhammadiyah Malang General Hospital, it was stated that out of 99 respondents with a level of patient
satisfaction, respondents who answered that service quality was not good and 16 people were not
satisfied or 37, 2%, respondents who answered good quality but were not satisfied 6 people or 10.7%.
Meanwhile, 27 people or 62.8% answered that the quality was not good and satisfied, while the
respondents who answered good quality and were satisfied were 50 people or 89.3%, had a significant
relationship with the level of patient satisfaction with a p value = 0.002 (<0, 05).

In principle, the assessment of the quality of health services received by a patient is subjective.
But on the other hand, it should not leave the assessment of the objective side of a health service, this
assessment is heavily influenced by the patient's condition such as the patient's past, education,
psychological situation at the time of service and also the influence of environmental factors (Lupiyoadi
& Hamdani, 2009).

CONSLUSION

The frequency distribution of the quality of outpatient registration services at the Outpatient
Installation of the Muhammadiyah University of Malang General Hospital stated that 56.6% or more
than half of the respondents obtained good expectations, and expectations were not good, namely less
than half or 43.4% of the total Respondents' poor level of expectation was due to a change in insurance
terms that the patient had just discovered.

The frequency distribution of patient satisfaction at the Outpatient Installation at the
Muhamadiyah University General Hospital in Malang stated that 77.8% or more than half of the
respondents obtained satisfied results in outpatient registration services, and the ease of obtaining was
not good, namely 22.2%, less than half the number respondent.
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There is a significant influence between the quality of service on patient satisfaction, namely a

sig value of 0.002, which means <0.05, then Ho is rejected and the KK value is 0.313, which means
that the correlation is quite related.
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