


ABSTRACT

LESTARI PUSPANINGRUM KADIR. The Relationship between Quality of
Nursing Services and Patient's Satisfaction at the Tombulilato Rf.'ginnal General
Hospital. Advisor | SABIRIN B. SYUKUR and Supervisor I FADLI
SYAMSUDDIN.

Patient satisfaction is a condition in which patients receive sen{ic:e, attention and
health as they expect. The better the service provided, the higher the level of
patient satisfaction and vice versa. The purpose of research was to detgnnlne t_he
ability of nurses to provide services promptly, accurately and satlsfactqn!y,
responsiveness, service guarantees, and adequate facilities at 'I"nmbumatn
General Hospital. The research design used in this research is analytic research
with a cross sectional study approach. In this research the population was
outpatients at Tombulilato Hospital at the time of research. The results of the five
service quality indicators studied were reliability (41 respondents were reliable
and 4 respondents were non-reliable), responsiveness (responsive 37
respondents and less responsive 8 respondents), assurance (good 33
respondents and not good 12 respondents), empathy (30 respondents empathy
and 15 respondents lack empathy) and physical evidence (good 38 respondents
and not good 7 respondents). The results show that the quality of nursing
services in terms of indicators of reliability, responsiveness, assurance, empathy
and physical evidence is related to patient satisfaghepnsat the. Tombulilato
Regional General Hospital, thus it is very necessary avratentibni

improving service quality.
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