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Abstrak 

HUBUNGAN WAITING TIMES DENGAN  KEPUASAN PASIEN DI 

INSTALASI RAWAT JALAN RS YASYFIN DARUSSALAM GONTOR 

TAHUN 2024 

 

Waktu tunggu pe$layanan me$rupakan salah satu faktor pe$nting dalam 

me$ne$ntukan ke$puasan pasie$n di rumah sakit. Waktu tunggu yang lama dapat 

me$nye$babkan ke$tidaknyamanan dan me$nurunkan tingkat ke$puasan pasie$n. RS 

Yasyfin Darussalam Gontor me$nghadapi tantangan dalam pe$nge$lolaan waktu 

tunggu di instalasi rawat jalan, yang be$rpe$ngaruh te$rhadap pe$rse$psi pasie$n 

te$rhadap kualitas layanan. Pe$ne$litian ini me$nggunakan de$sain obse$rvasional 

analitik de$ngan pe$nde$katan Cross sectional. Populasi sebanyak 120 orang, 

sedangkan Sampe$l te$rdiri dari 55 pasie$n yang dipilih se$cara purposive$ sampling. 

Data dikumpulkan me$lalui kue$sione$r yang me$nilai ke$puasan pasie$n se$rta 

obse$rvasi langsung te$rhadap waktu tunggu. Analisis data me$nggunakan uji Chi-

square$ untuk me$lihat hubungan antara ke$dua variabe$l. Hasil analisis 

me$nunjukkan bahwa Waiting Times < 60 menit sebanyak 36 orang 65% dan 

responden dengan >60 menit sebanyak 19 orang atau 35%. Responden yang 

merasa puas sebanyak 33 orang dan responden yang merasa tidak puas sebanyak 

22 orang atau 40%. sehingga te$rdapat hubungan yang signifikan antara waktu 

tunggu pe$layanan de$ngan tingkat ke$puasan pasie$n (p-value$ = 0,000). Pasie$n 

yang me$ngalami waktu tunggu le$bih dari 60 me$nit ce$nde$rung le$bih tidak puas 

dibandingkan de$ngan pasie$n yang me$ndapatkan pe$layanan dalam waktu kurang 

dari 60 me$nit. Se$makin lama waktu tunggu pe$layanan, se$makin re$ndah tingkat 

ke$puasan pasie$n. Ole$h kare$na itu, pihak rumah sakit pe$rlu me$ngoptimalkan 

siste$m pe$layanan, se$pe$rti me$ningkatkan e$fisie$nsi administrasi, me$nambah 

jumlah te$naga me$dis, dan me$mpe$rbaiki manaje$me$n antre$an, guna 

me$ningkatkan ke$puasan pasie$n. 

 

Kata kunci: Waktu tunggu, kepuasan pasien, rawat jalan, pelayanan kesehatan. 
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Abstract 

THE RELATIONSHIP BETWEEN WAITING TIMES AND PATIENT 

SATISFACTION IN THE OUTPATIENT INSTALLATION OF YASYFIN 

DARUSSALAM GONTOR HOSPITAL YEAR 2024 

 

Se$rvice$ waiting time$ is a crucial factor in de$te$rmining patie$nt satisfaction in 

hospitals. Prolonge$d waiting time$s can cause$ discomfort and de$cre$ase$ patie$nt 

satisfaction le$ve$ls. Yasyfin Darussalam Gontor Hospital face$s challe$nge$s in 

managing waiting time$s in its outpatie$nt installation, affe$cting patie$nt 

pe$rce$ptions of se$rvice$ quality. This study aims to analyze$ the$ re$lationship 

be$twe$e$n se$rvice$ waiting time$ and patie$nt satisfaction le$ve$ls at the$ Outpatie$nt 

Installation of Yasyfin Darussalam Gontor Hospital in 2024. This study use$d an 

obse$rvational-analytical de$sign with a cross-se$ctional approach. The$ sample$ 

consiste$d of 55 patie$nts se$le$cte$d using purposive$ sampling. Data we$re$ 

colle$cte$d through patie$nt satisfaction que$stionnaire$s and dire$ct obse$rvation of 

waiting time$s. Data analysis was conducte$d using the$ Chi-square$ te$st to 

de$te$rmine$ the$ re$lationship be$twe$e$n the$ variable$s.  

The results of the analysis showed that Waiting Times < 60 minutes were 36 

people 65% and respondents with 60 minutes were 19 people or 35%. 

Respondents who were satisfied were 33 people and respondents who were 

dissatisfied were 22 people or 40%. so that there is a significant relationship 

between waiting time and patient satisfaction level (p-value 0.000). Patients who 

experience waiting times of more than 60 minutes tend to be more dissatisfied 

than patients who get service in less than 60 minutes. Longe$r waiting time$s are$ 

associate$d with lowe$r patie$nt satisfaction le$ve$ls. The$re$fore$, hospitals ne$e$d to 

optimize$ the$ir se$rvice$ syste$ms, such as improving administrative$ e$fficie$ncy, 

incre$asing the$ numbe$r of me$dical pe$rsonne$l, and e$nhancing que$ue$ 

manage$me$nt, to improve$ patie$nt satisfaction. 

 

Keywords : Waiting time, patient satisfaction, outpatient care, healthcare service. 
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