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ABSTRAK

HUBUNGAN SERVICE EXCELLENT PERAWAT DENGAN
TINGKAT KEPUASAN PASIEN LANSIA

Di Poli Penyakit Dalam RSU Muhammadiyah Ponorogo

Oleh : Eriya Paranita Sari

Pelayanan keperawatan yang diberikan oleh perawat kepada pasien lansia
cenderung bersifat kompleks sehingga dapat menimbulkan ketidakpuasan bagi
pasien lansia. Service excellent merupakan salah satu upaya guna meningkatkan
kepuasan pasien lansia. Penelitian ini bertujuan untuk mengetahui hubungan
service excellent perawat dengan tingkat kepuasan pasien lansia di poli penyakit
dalam RSU Muhammadiyah Ponorogo.

Desain penelitian ini adalah deskriptif korelasi dengan pendekatan cross
sectional. Populasi penelitian ini yaitu seluruh pasien lansia Poli Penyakit Dalam
RSU Muhammadiyah Ponorogo bulan September 2023 sebanyak + 150 pasien.
Teknik sampling yang digunakan yaitu purposive sampling dengan jumlah sampel
sebanyak 60 pasien. Analisa data menggunakan uji Chi square dengan tingkat
signifikansi <0,05.

Hasil penelitian menunjukkan sebagian besar pasien lansia menyatakan
service excellent perawat sudah baik yaitu sebanyak 31 orang (52%). Sebagian
besar pasien lansia menyatakan puas sebanyak 32 orang (53%). Hasil uji chi
square didapatkan nilai signifikan (p) sebesar 0,005 (p<0,05) dengan koefisien
kontingensi = 0.343 yang artinya terdapat hubungan yang signifikan antara
service excellent perawat dengan tingkat kepuasan pasien lansia di poli penyakit
dalam RSU Muhammadiyah Ponorogo dengan kekuatan hubungan yang moderat.
Dalam penelitian ini service excellent yang diberikan perawat kepada pasien
berbanding lurus dengan tingkat kepuasan pasien. Bagi peneliti selanjutnya
diharapkan dapat meneliti pengaruh pelatihan service excellent terhadap kepuasan
pasien lansia.

Kata kunci : service excellent, kepuasan, lansia
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ABSTRACT

THE RELATIONSHIP BETWEEN EXCELLENT NURSING SERVICE
AND SATISFACTION LEVELS OF GERIATRIC PATIENTS

Cross-Sectional Research in the Internal Medicine Department of Muhammadiyah
Hospital Ponorogo

By : Eriya Paranita Sari

Nursing services provided by nurses to geriatric patients tend to be
complex, causing discontent for geriatric patients. Excellent service is one of the
efforts to improve the satisfaction of geriatric patients. The study aims to find out
the relationship between the excellent service of nurses and the satisfaction rate of
geriatric patients with polyps in the hospital of Muhammadiyah Ponorogo.

The design of this study is descriptive correlational with a cross-sectional
approach. The population of this study is a total of £ 150 patients with Poli
Diseases at the Inner Hospital of Muhammadiyah Ponorogo in September 2023.
The sampling technique used was a prospective sample with a total sample of 60
patients. Analysis of data using a Chi square test with a degree of significance of
<0.05

The results of the study showed that the majority of geriatric patients
stated excellent nursing service is good, which is as many as 31 people (52%).
Most geriatric patients said satisfaction was as high as 32 percent (53%). The
result of the chi square trial obtained a significant value (p) of 0,005 (p<0,05)
with a contingency coefficient of 0.343, which means there is a significant
relationship between the excellent service of nurses and the rate of satisfaction of
geriatrician patients with poly disease in the Hospital of Muhammadiyah
Ponorogo with moderate strength of relationship. In this study, the excellent
service the nurse gives to the patient is compared to the satisfaction rate of the
patient. For future researchers, it is expected to study the impact of excellent
service training on the satisfaction of geriatric patients.

Keywords: service excellence, satisfaction, geriatric
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