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ABSTRACT 

This study aims to determine the quality of service on patient satisfaction in the 

outpatient registration department of RSIA Setya Bhakti Depok. The research 

method used is quantitative research with a descriptive approach. While the data 

collection technique used was a non-probability sampling technique with a sample 

of 91 outpatient registration visitors at RSIA Setya Bhakti. The indicators in this 

study were tested using validity and reliability tests. The results of this study 

indicate that the Quality of Service, namely Direct Evidence (47.3%), Reliability 

(51.6%), Responsibility (51.6%), Assurance (52.7%), Simultaneously and partially 

have an effect on satisfaction patients namely Harmonious Relations (46.2%), 

Repurchase (48.4%), Loyalty (51.6%), Word Of Mouth (47.3%) through data 

processing the results obtained there is an influence between the variable quality 

of service to variable Outpatient satisfaction at RSIA Setya Bhakti Depok was 

96.2% and the remaining 3.8% was influenced by other variables. 
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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui kualitas pelayanan terhadap kepuasan 

pasien di bagian pendaftaran rawat jalan RSIA Setya Bhakti Depok. Metode 

penelitian yang digunakan adalah penelitian kuantitatif dengan pendekatan 

deskriptif. Sedangkan teknik pengumpulan data yang digunakan adalah teknik non 

probability sampling dengan sampel sebanyak 91 pengunjung pendaftaran rawat 

jalan RSIA Setya Bhakti.. Indikator dalam penelitian ini di uji menggunakan uji 

validitas dan reliabilitas. Hasil penelitian ini menunjukkan bahwa Kualitas 

Pelayanan yaitu Bukti Langsung (47,3%), Kehandalan (51,6%), Tanggung Jawab 

(51,6%), Jaminan (52,7%), Secara bersamaan dan secara parsial berpengaruh pada 

kepuasan pasien yaitu Hubungan Harmonis (46,2%), Pembelian Ulang (48,4%), 

Loyalitas (51,6%), Word Of Mouth (47,3%) melalui pengolahan data diperoleh 

hasil ada pengaruh antara variabel kualitas pelayanan terhadap variabel kepuasan 


