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Abstract
A hospital is good generally considered if in providing services it pays more attention to the needs of 
patients and other people visiting the hospital. The purpose of this study was to analyze the service quality of 
inpatient room staff on patient satisfaction at the Saparua Regional General Hospital. This type of research 
used in this research is quantitative research with a cross sectional design. The population in this study were 
all inpatients at Saparua General Hospital. The samples were determined by means of incidental sampling, 
namely the technique of determining the sample based on chance, that is, anyone who incidentally was 
admitted to an inpatient at Saparua General Hospital. The results showed that there was an effect of doctor’s 
service on the satisfaction level of inpatients at Saparua Hospital (p value = 0.016). There was no significant 
effect of nursing care on the satisfaction level of inpatients at Saparua Hospital (p value = 0.134). the better 
the level of patient satisfaction. In order to improve the quality of human resources, especially in terms of 
increasing the quantity and quality of services, hospital staff need to provide training for doctors and nurses 
so that the services provided to patients can be better so that patients feel satisfied.

Keywords:  Quality, Service officer, hospitalization, satisfaction, patient.

Introduction
Hospitals are a comprehensive form of health care 

organization covering aspects of health promotion, 
prevention, healing, and recovery for all communities 
that often face problems concerning patient 
dissatisfaction with the quality of service. Therefore, 
hospitals as facilitators of health services, in addition 
to comprehensive are also expected to provide quality 
health services that refer to the level of perfection of the 
health service1. Quality should be viewed more widely, 
where not only aspects are determined but also include 
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processes, environment and humans, quality is a dynamic 
condition related to products, services, people, processes 
and environments that meet or exceed expectations.2

In the face of patient satisfaction, inevitably the 
provision of hospital services must maintain the quality 
of service continuously. Services have been patient-
oriented but not in the view of healthcare providers. The 
size of the quality of the service provider can be seen 
from the service received by the patient whether it is in 
accordance with what has been expected.3]The quality 
of service has a positive and significant relationship with 
patient satisfaction levels, thus indicating that high levels 
of patient satisfaction are influenced by the high quality 
of service provided. The quality of service should start 
from the needs of the patient and end in the patient’s 
expectations.4]

In this study, researchers prefer patients who were 
hospitalized because inpatients were more likely to 
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experience hospital services because they received more 
services. Inpatient health services are one of the main 
concerns of hospitals around the world. This is because 
hospitalization is a service to patients entering the 
hospital who occupy a bed for observation, diagnosis, 
therapy, medical rehab or other medical services with 
daily supervision of a doctor. In addition, quality 
inpatient services are an important expectation because 
the perception of the quality of service aspect of a 
hospital is formed when the patient is treated.[5]

A hospital is good generally considered if in 
providing services it pays more attention to the needs 
of patients and other people visiting the hospital. The 
quality of the service as a measure of how good the level 
of service provided is able to match the expectations 
of the customer (patient).6 Based on this definition, the 
quality of services can be realized through the fulfillment 
of the needs and desires of the patient and the accuracy 
of his delivery to keep up with the patient’s expectations. 
With saparua hospital motto is “Patient Satisfaction 
is our Pride”. The purpose of this study is to analyze 
the quality of inpatient service to patient satisfaction at 
Saparua Regional General Hospital.

Materials and Method
The type of research used in this study is quantitative 

research with cross-sectional design. The population in 
this study was all inpatients at Saparua General Hospital. 
The samples in this study were some patients who were 
hospitalized during the study. The determination of the 
sample is done by way of incidental samples, namely the 
technique of determining samples based on coincidence, 
namely anyone who is incidentally admitted to an 
inpatient at Saparua General Hospital. Data collection 
techniques are primary data obtained through live 
interviews to respondents during the study using 

questionnaires, and secondary data is obtained from the 
medical records section of Saparua General Hospital.

Result
Based on table 1. The results of the study above 

the doctor service variable, showed that out of 42 
respondents based on the doctor’s services, the most 
were respondents who gave a sufficient assessment of 
the doctor’s services as many as 24 people (57.1%) 
and the few who gave a poor doctor service rating of 
18 people (42.9%). The nursing service showed that 
of the 42 respondents based on nursing services, the 
most were those who gave a sufficient assessment of 
nursing services which was 23 people (54.3%) and the 
fewest who rated nursing services poorly as many as 19 
people (45.2%). Patient satisfaction, showed that of the 
42 respondents based on patient satisfaction levels, the 
most were respondents who gave a satisfied rating of 
23 people (54.8%) and the few who gave a disgruntled 
rating of 19 people (45.2%).

Table 1. Distribution of Respondents Based on 
Research Variables at the Saparua Regional 

General Hospital in 2020

Variable Amount (n) Percent (%)

Doctor Services
Enough
Not good

24
18

57.1
42.9

Nursing Services
Enough
Not good

23
19

54.3
45.2

Patient Satisfaction
Satisfied
Less satisfied

23
19

54.8
45.2

Total 42 100.0

Source: Primary Data 2020

Table 2. The Influence of Research Variables on Patient Satisfaction at the Saparua Regional General 
Hospital in 2020

Research variable

Patient Satisfaction
Total

PSatisfied Less satisfied

n % n % N %

Doctor Services
Enough
Not good

17
6

70.8
33.3

7
12

29.2
66.7

24
18

100.0
100.0 0.016

Total 23 54.8 19 45.2 42 100.0
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Research variable

Patient Satisfaction
Total

PSatisfied Less satisfied

n % n % N %

Nursing Services
Enough
Not good

15
8

65.2
42.1

8
11

34.8
57.9

23
19

100.0
100.0 0.134

Total 23 54.8 19 45.2 42 100.0

Source: Primary Data, 2020

Based on Table 2 of the doctor service variables 
shows 24 respondents with sufficient assessment of the 
services of doctors who are satisfied with the quality 
of service as many as 17 respondents (70.8%) and as 
many as 7 respondents (29.2) who were dissatisfied. 
Meanwhile, of the 18 respondents with poor assessment 
of the service of doctors who were satisfied with the 
quality of service as much as 6 respondents (33.3%) 
and 12 respondents (66.7%) who feel less satisfied. 
Statistical test results obtained p value = 0.016, because 
the value p < α = 0.016 > 0.05 then Ho was rejected, this 
means that there is a statistically meaningful influence 
of variable doctor services on patient satisfaction in 
Saparua regional general hospital.

Based on the nurse service variables, 23 respondents 
with sufficient assessment of the care of nurses who were 
satisfied with the quality of service were 15 respondents 
(65.2%) and 8 respondents (34.8) who were dissatisfied. 
Statistical test results obtained p value = 0.134, because 
the value p > α = 0.134 > 0.05 then Ho received, this 
means that there is no statistically meaningful influence 
of nurse service variables on patient satisfaction in 
Saparua regional general hospital.

Discussion
The quality of medical services is consistent and 

sustainable with the aim of meeting the expectations of 
patients in Saparua regional general hospital. The effect 
of the quality of medical services is very influential 
on patient satisfaction because with the good quality 
of medical services make a positive contribution to 
the embodiment of patient satisfaction.[7]The results 
showed that the service of doctors with sufficient patient 
satisfaction, where some patients stated that satisfied 
with the doctor’s service. Doctors at Saparua regional 
general hospital strive to always prioritize patients, 
understand the needs and desires of patients.

The doctor’s service felt by patients visiting saparua 
area general hospital can be described that in providing 
the service the doctor explains well and details about the 
cause and effect of the patient’s illness, every action in 
the service is always followed by a good explanation and 
easy to understand the patient. t’s just that there are still 
complaints of delays in doctors conducting examinations 
of patients. Another study conducted by Torry et al., 
(2016)to determine the factors that affect health care 
waiting times related to patient satisfaction shows that 
patient satisfaction is influenced by the actual waiting 
time felt by the patient, and the speed of service received 
by the patient, whose conclusion is the main factor that 
prolongs the waiting time of the service and decreases 
patient satisfaction is the lack of optimal schedule of the 
doctor in charge.8]

There are several types of services in hospitals 
whose quality is always assessed by patients and one of 
them is nursing services. Nurses as professionals have 
the most opportunity to provide health care, especially 
comprehensive nursing care by helping patients meet 
holistic basic needs. To perform her role properly, nurses 
need to have skills in clarifying grades, counseling and 
communication.[9]The results showed that the quality of 
service provided by nurses at Saparua regional general 
hospital was assessed by either patients or respondents. 
Respondents stated that officers are deft in replacing 
fluids, always give smiles to patients who come and 
officers are not picky or indiscriminate in serving and 
assisting patients. Respondents who were dissatisfied 
with the nursing services at Saparua regional general 
hospital were concerned with the delay in nursing 
services. This research is not in line with Layuk et al 
showing the knowledge, attitude, and skills of nurses 
affect the satisfaction of patients in Labuang Baji 
Makassar Hospital, research conducted by Nahlah et 
al shows that there is a human relationship to inpatient 
satisfaction in Pelamonia Makassar Hospital10-15.
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Conclusion
The study concluded that there is an influence of 

physician services on the satisfaction level of inpatients 
in Saparua regional general hospital (p value = 0.016). 
There is no significant effect of Nurse services on the 
satisfaction level of inpatients in Saparua regional 
general hospital (p value = 0.134). the better the level 
of patient satisfaction. In order to improve the quality 
of human resources, especially in terms of improving 
the quantity and quality of service officers the hospital 
needs to provide training for doctors and nurses so that 
the services provided to patients can be better so that 
patients feel satisfied.
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