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ABSTRACT

To improve health services to the community, RS. Graha Juanda Bekasi, as a referral for patients in
Bekasi and its surrounding areas, continues to make improvements. This study aims to determine the
effect of service quality on patient satisfaction at Graha Juanda Hospital in Bekasi. The method used is
explanatory research with a sample of 96 respondents. The analysis technique uses statistical analysis
with regression testing, correlation, determination, and hypothesis testing. The results of this research
variable Service Quality obtained an average score of 3.40 with good criteria. The patient satisfaction
variable obtained an average score of 3.82 with good criteria. Service quality has a significant effect on
patient satisfaction with the regression equation Y = 7.695 + 0.897X, and a correlation value of 0.784 or
strong with a determination of 61.5%. Hypothesis testing obtained a significance of 0.000 <0.05.
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INTRODUCTION

Nowadays the service sector has experienced very rapid development, such as what
happened in the hospitality, insurance, banking, aviation, tourism, and telecommunications
service industries. Likewise in the health service industry, whether it is a hospital or a health
center so that the business can live and develop, knowledge of good service and trust from
patients is required.

The hospital is one of the institutions engaged in the service sector with the responsibility
of providing treatment, providing care, seeking patient healing and health, and promoting
healthy living education for the community. (Hewagama et al., 2019; Karatepe, 2013; Lystad et
al., 2020). The definition of the hospital according to the Decree of the Minister of Health of the
Republic of Indonesia Number: 340 / MEN / KES / PER / 111 / 2010 states that "Hospitals are
health service institutions that provide complete individual health services that provide
inpatient, outpatient and emergency services. ". Thus the hospital is an institution that provides
health services in all fields and types of diseases. The quality of hospital services is very
important as a reference in improving services to create customer satisfaction because
satisfaction is a central concept in management business discourse (Jasmani et al., 2020;
Jasmani & Sunarsi, 2020; Sunarsi & Baharuddin, 2019).

Services are actions or activities that can be offered to other parties, which are intangible
and do not result in any ownership (Akib & lhsan, 2017; Wawointana et al., 2016). At this time
the service industry is trying to provide good quality service to attract customers, therefore the
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key to success for service companies is good service and the availability of products or services
needed by customers as well as improving good service quality (Copus et al., 2019; Zahlimar et
al., 2020).

Actions that must be prioritized by companies in this free market are customer satisfaction,
customer satisfaction itself according to (Gonzéalez-Cruz et al., 2019; Kotler, 2000; Netemeyer
& Maxham, 2007) is the feeling of being happy or disappointed by someone that comes after
comparing their perceptions or impressions of the performance or results of a product/service or
their expectations.

Understanding the fulfillment of customer desires is a requirement for continuous
improvement of quality and productivity in achieving total customer satisfaction (Gelbrich et
al., 2020; Koch et al., 2020). Fulfilling customer desires is very important in determining the
quality of service, because what determines whether or not the quality of service is not the
producer or the company but the consumer. The implementation of a company's services in the
service sector is to provide the best quality of service (service) to create customer satisfaction.
Thus the quality of company services can find out what needs to be improved or improved to
achieve the need for customer satisfaction. The large selection of services available makes
consumers more likely to make choices according to their perception of certain brands that are
their favorite. Companies are competing to expand their market share, trying to attract
customers by influencing consumer attitudes to be willing to use their services.

Graha Juanda Hospital Bekasi is one of the hospitals in the Bekasi Regency. The hospital is
a type B hospital and is fully accredited with 16 complete services where the city of Bekasi,
which is a buffer for the capital city of Jakarta, has made its market share among all levels of
society. To improve health services to the community, RS. Graha Juanda Bekasi, as a referral
for patients in Bekasi and its surrounding areas, continues to make improvements. This is in line
with its vision, "To become a hospital that can provide excellent service, supported by
professional and prosperous human resources, adequate infrastructure, and accountable
management. Supported by doctors, nurses, special therapy staff, medical technicians,
midwifery, nutrition, pharmacy, and other special staff support The mission is to increase the
professionalism of human resources, improve human resource welfare, develop infrastructure,
develop home service management sick, as well as providing affordable prime services and
supported by an adequate health service network. With the support of doctors, personnel, special
therapy staff, medical technicians, midwifery, nutrition, pharmacy, and VIP class facilities, I, |1,
and others, this hospital should be able to compete with other hospitals.

METHOD

The type of research used is associative, where the aim is to find out how to find the
relationship between the independent variable and the dependent variable. The population in
this study amounted to 96 respondents at Graha Juanda Hospital in Bekasi. The sampling
technique in this study was a saturated sample, where all members of the population were
sampled. Thus the sample in this study amounted to 96 respondents. In analyzing the data used
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validity test, reliability test, simple linear regression analysis, correlation coefficient,
determination coefficient, and hypothesis testing.

RESULT AND DISCUSSION
Service Quality

In this test, it is used to determine the highest minimum and maximum score, the rating
score, and the standard deviation of each variable. The results are as follows:

Table 1.
Results of Descriptive Statistics Analysis of Service Quality
Descriptive Statistics
N Minimum  Maximum Mean Std. Deviation
Service quality (X) 96 28 44 34.08 3.695

Valid N (listwise) 96

Service quality obtained a minimum variance of 28 and a maximum variance of 44 with a
rating score of 3.40 with a standard deviation of 3.695.

Patient Satisfaction
In this test, it is used to determine the highest minimum and maximum score, the rating
score, and the standard deviation of each variable. The results are as follows:

Table 2.
Results of Descriptive Statistics Analysis of Patient Satisfaction

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation

Patient Satisfaction (Y) 96 30 49 38.27 4.229
Valid N (listwise) 96

Patient satisfaction obtained a minimum variance of 30 and a maximum variance of 49
with a rating score of 3.82 with a standard deviation of 4.229.

The Effect of Service Quality on Patient Satisfaction

This analysis aims to determine the effect of the independent variable on the dependent
variable. This regression test is intended to determine changes in the dependent variable if the
independent variable changes. The test results are as follows:
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Table 3.
Simple Linear Regression Test Results
Coefficients?

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 7.695 2.512 3.063 .003
Service quality (X) .897 073 784 12.242 .000

a. Dependent Variable: Patient Satisfaction ()

Based on the test results in the table above, the regression equation Y = 7,695 + 0.897X is
obtained. From the equation, it is explained that a constant of 7,695 means that if the quality of
service and motivation is not there, then there is a patient satisfaction value of 7,695 points;
Service Quality regression coefficient of 0.897, this number is positive, meaning that every time
there is an increase in Service Quality of 0.897, patient satisfaction will also increase by 0.897
points.

Correlation coefficient analysis is intended to determine the level of the strength of the
relationship between the independent variable and the dependent variable either partially or
simultaneously. The test results are as follows:

Table 4.
Results of Testing the Correlation Coefficient of Service Quality on Patient Satisfaction

Correlations?

Service quality Patient
(X) Satisfaction ()
Service quality (X) Pearson Correlation 1 784"
Sig. (2-tailed) .000
Patient Satisfaction () Pearson Correlation 784 1
Sig. (2-tailed) .000

**_Correlation is significant at the 0.01 level (2-tailed).
b. Listwise N=96

Based on the test results obtained a correlation value of 0.784 means that service quality
has a strong relationship with patient satisfaction.

Analysis of the coefficient of determination is intended to determine the percentage of
influence of the independent variable on the dependent variable. The test results are as follows:
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Table 5.
Results of Testing the Coefficient of Determination of Service Quality on Patient
Satisfaction

Model Summary

Model R R Square Adjusted R Square Std. Error of the Estimate
1 7842 .615 .610 2.639
a. Predictors: (Constant), Service quality (X1)

Based on the test results, it was found that the value of determination was 0.615, which
means that the service quality had an influential contribution of 61.5% to patient satisfaction.

Hypothesis testing with the t-test is used to determine which hypothesis is accepted. The
formulation of the hypothesis found that there was a significant influence between service
quality and patient satisfaction.

Table 6.
Hypothesis Test Results of Service Quality on Patient Satisfaction

Coefficients?

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 7.695 2.512 3.063 .003
Service quality (X) .897 073 784 12.242 .000

a. Dependent Variable: Patient Satisfaction ()

Based on the test results in the table above, the value of t count> t table or (12,242> 1,986)
is obtained, thus the hypothesis that there is a significant effect between service quality on
patient satisfaction is accepted.

Discussion
Service Quality

Based on the respondent's answer, the Service Quality variable obtained a rating score of
3.40 in the scale range from 3.40 to 4.19 with good or agree on criteria.

Patient Satisfaction

Based on the respondents' answers, the Patient Satisfaction variable obtained a rating score
of 3.82 in the scale range from 3.40 to 4.19 with good or agree on criteria.
The Effect of Service Quality on Patient Satisfaction

Service quality has a significant effect on patient satisfaction with the regression equation
Y = 17.517 + 0.565X, the correlation value is 0.784 or has a strong relationship with the
contribution of the effect of 61.5%. Hypothesis testing obtained the value of t count> t table or
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(12,242> 1,986). Thus the hypothesis proposed that there is a significant effect between Service
Quality and Patient Satisfaction is accepted.

CONCLUSION

Based on the results of the research and discussion above, the conclusions in this study are:
1) The Service Quality Variable obtained a rating score of 3.40 in the scale range 3.40 - 4.19
with good or agree criteria; 2) Patient Satisfaction Variable obtained a rating score of 3.82 in the
scale range from 3.40 to 4.19 with good or agree on criteria; 3) Service Quality has a significant
effect on Patient Satisfaction with the regression equation Y = 17.517 + 0.565X, the correlation
value is 0.784 or strong and the influence contribution is 61.5% while the remaining 57.9% is
influenced by other factors. Hypothesis test obtained t value> t table or (12,242> 1,986).
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