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Accepted 27 April 2026 patient satisfaction through a literature review using a qualitative

descriptive approach on scientific articles published between 2015 and
2025. The analysis results indicate that the reliability dimension is the

s:‘?;:rftrg;is faction most critical facto.r as it is directly relafed to the consistency of s.taﬂ in
Outpatient Care accurately following standard operating procedures. In addition to
. . clinical aspects, cost factors such as tariff transparency and physical
Qua}llty F)f Service facilities including the comfort of waiting areas and cleanliness were
Reliability found to be significant in shaping patients’ perceived value. This
Cost satisfaction dynamic is not static but continues to evolve alongside
patients’ demographic characteristics and the ease of accessing digital
information, which makes the public’s expectations regarding
healthcare services increasingly critical and personalized. In
conclusion, effective coordination across the SERVQUAL dimensions,
particularly regarding reliability and tangible evidence, serves as the
primary strategy for Sengayam General Hospital to enhance service

quality and achieve the established satisfaction standards.

Introduction

Hospitals are healthcare institutions that provide comprehensive individual healthcare services,
including inpatient care, outpatient care, and emergency care, and are permanent in nature over
the long term (Johnson et al., 2015; Kellermann et al., 2013; Anyiwe et al., 2026). In efforts
to improve the quality of healthcare services, service quality is a critical aspect that must be
addressed, including nursing care as an integral part of the healthcare system (Ministry of
Health Regulation No. 30 of 2019 on Hospital Classification and Licensing, 2019). One of the
key units is the Outpatient Department (OPD), which provides examination, treatment, and
medical procedures tailored to patients’ needs (Borthakur et al., 2026; Kelly et al., 2026; Jacob
et al., 2026).

As users of healthcare services, patients have expectations for high-quality, prompt, friendly,
communicative, and empathetic care (Alfian et al., 2026; Jamil et al., 2026; Huang et al., 2026).
However, in practice, patient complaints still arise due to unresponsive service that fails to
meet expectations (Akhtika et al., 2024). This risks reducing patients’ willingness to return to
the healthcare facility. Globally, patient satisfaction levels vary, with some countries exceeding
90%, while in Indonesia, the minimum standard for patient satisfaction ( ) is set at >92%
(Indonesian Ministry of Health, 2021). Nevertheless, various studies indicate that patient
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satisfaction levels in healthcare facilities have not yet fully met this standard (Juwito & Bisri,
2026; Liem et al., 2026; Putra et all., 2026).

National data show that patient satisfaction levels in public hospitals are around 80%, while
private hospitals are around 83% (Regulation of the Health Social Security Agency No. 5 of
2020 on the Second Amendment to Regulation of the Health Social Security Agency No. 6 of
2018 on the Administration of Health Insurance Program Membership, 2020). A similar
situation is observed at the UPTD Sengayam District General Hospital in Kotabaru Regency,
where outpatient patient satisfaction in the second quarter of 2025 stood at 84.23%, still below
the minimum standard of >95%. This indicates a gap between patients’ expectations and the
actual care received, which requires serious attention from hospital management (Kodyat et al.,
2026; Weber et al., 2026; Netsere et al., 2026).

This gap is influenced by various factors, including service costs that have risen in recent years,
suboptimal service facilities such as uncomfortable waiting rooms and a manual queuing
system, as well as the reliability of healthcare personnel that is not yet fully optimal,
particularly regarding the timeliness of service. These factors are closely related to patients’
perceptions of the quality of care received, which ultimately affects overall patient satisfaction
(Al-Araafi et al., 2024; Wood et al., 2026; Alqifari et al., 2026).

Patient satisfaction is a key indicator in assessing the quality of healthcare services, measured
based on the alignment between expectations and the reality of the service (Reinhardt et al.,
2026; Aryandaru et al., 2026; Le et al., 2026). According to the ServQual theory, service quality
is influenced by several dimensions, such as reliability, responsiveness, and tangible evidence,
and is supported by other factors such as accessibility and cost. However, previous research
findings indicate inconsistencies regarding the relationship between these factors and patient
satisfaction. Therefore, this study aims to analyze the factors associated with patient
satisfaction at the Outpatient Unit of the UPTD Sengayam District General Hospital in
Kotabaru Regency, specifically focusing on the aspects of accessibility, service, cost, and
reliability.

Methods

The research method used in this study is a literature review with a qualitative descriptive
approach aimed at analyzing the factors associated with patient satisfaction in the outpatient
unit, specifically regarding accessibility, service, cost, and reliability. The data used were
secondary data obtained through a search of scientific articles from various databases such as
Google Scholar, PubMed, and accredited national journals, using keywords related to patient
satisfaction and the quality of health services, and limited to publications from 2015 to 2025.
Selected articles met the inclusion criteria, namely relevance to the topic, availability of the
full text, and clear research methods, while irrelevant, incomplete, or duplicate articles were
excluded. The analysis process was conducted through the stages of identification, selection,
data extraction, and synthesis by gathering key information such as authors, year, methods,
variables, and research results; these were then analyzed descriptively to identify patterns and
relationships among variables influencing patient satisfaction. The results of the study are
presented in the form of a systematic narrative to provide a comprehensive overview as a basis
for improving service quality at the Outpatient Unit of the Sengayam District General Hospital
(RSUD) in Kotabaru Regency.

Result and Discussion

Table 1. Literature Review

Researcher Title Method Results
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Hubungan Kualitas

Patients’ perceptions of service quality and
satisfaction levels at the Tanah Grogot

Hermina Jatinegara

Pelayanan Néig;gfi: Community Health Center were classified as
(Rahmi et | Terhadap Kepuasan sectional good; however, no significant relationship was
al., 2022) | Pasien di found between service quality and patient
Puskesmas Tanah satisfaction, so satisfaction monitoring needs
Grogot Tahun 2020 to be conducted periodically as it is dynamic.
Based on five journals, patient satisfaction is
influenced by income, education, distance
Kajian Literatur Method: from home, the tangible dimension, reliability,
Faktor Faktor yang Cross- ' empathy, and several services such as
(Swastika et | Berhubungan sectional administration, doctors, laboratories,
al.,2021) | dengan Kepuasan pharmacy, and support facilities, whereas
Pasien Rawat Inap factors such as age, gender, occupation, care
di Rumah Sakit class, as well as the responsiveness dimension,
assurance, nursing care, and infrastructure are
not associated with patient satisfaction.
Analisis Pengaruh All variables studied, including service quality
Kualitas Pelayanan, Method: dimensions (fangibility, reliability,
Biaya dan Fasilitas Cross- ' responsiveness, assurance, empathy), cost
(Nurahma et | Terhadap Kepuasan sectional aspects (affordability, competitiveness,
al., 2023) | Pasien Rawat Jalan appropriateness), and physical environment
Rumah Sakit factors (space planning, equipment, and
Benyamin Guluh lighting), had a positive and significant effect
Kolaka on patient satisfaction
Anz}hs1s Kepuasan Results of the Chi-Square test and logistic
Pasien Terhadap L
. regression indicate that only the
Pelayanan di Method: . . .
. . responsiveness and tangible variables are
(Suciati & | Rumah Sakit Cross- e . . .
. significantly associated with patient
Zaman, Umum Daerah Dr. sectional . . . ) ;
satisfaction, with tangible being the most
2023) H. Mohamad . . .
) dominant factor, while other variables such as
Rabain Kabupaten .
. age, gender, education, assurance, empathy,
Muara Enim Tahun o o .
2022 and reliability are not significantly associated.
Hubungan
Kehan'dz.llan atau Most nursing services in terms of reliability
Reliability Method: . .
were good, and the majority of patients were
. . | Pelayanan Cross- . . . .
(Widayanti . satisfied; there was a significant relationship
Keperawatan sectional P . .
et al., 2024) between the reliability of nursing services and
dengan Kepuasan atient satisfaction, although the correlation
Pasien di RS PKU Evas relativel weal’< ¢
Muhammadiyah Y '
Yogyakarta
Hubungan Kualitas The quality of service at Hermina Jatinegara
Pelayanan dengan Method: .. . ..
. Hospital is classified as good, and the majority
. Kepuasan Pasien cross- . . . i
(Silitonga et . of inpatients covered by BPJS are satisfied;
Rawat Inap sectional . . .
al., 2024) . therefore, continuous evaluation of nursing
Pengguna BPJS di service quality is necessary from the patients’
Rumah Sakit quatity Yy p

perspective.

The Relationship Between Service Quality and Patient Satisfaction

Healthcare service quality is a fundamental factor that directly determines the level of patient
satisfaction in the outpatient unit. This relationship is positive and significant; the better the
dimensions of service quality provided including reliability, responsiveness, assurance,
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empathy, and tangible evidence the higher the level of satisfaction felt by patients (Esty et al.,
2023). At Sengayam General Hospital, the reliability of medical staff in providing accurate
care and the responsiveness of staff in addressing patient complaints serve as key indicators.
Patients will feel satisfied if their on-site experience aligns with or even exceeds the
expectations they held prior to their examination.

Conversely, a mismatch between service procedures and patient expectations can damage the
hospital’s reputation and reduce patient loyalty. Service quality is not limited to medical
procedures performed by doctors or nurses but also encompasses the efficiency of registration
processes, the comfort of waiting areas, and the friendliness of all staff (Sapulette et al., 2025).
Although some studies indicate that patient satisfaction is dynamic and influenced by other
external factors, consistency in maintaining service quality remains a key strategy for
Sengayam General Hospital to ensure patients feel valued and safe.

The Influence of the Reliability Dimension

The reliability dimension refers to the ability of a healthcare institution in this case, the
outpatient unit of UPTD Sengayam General Hospital to deliver promised services in a timely,
accurate, and trustworthy manner from the moment a patient first arrives. In the context of
outpatient care, this includes the timeliness of registration, the speed of examination by doctors,
as well as the accuracy of medical procedures and medication administration (Pramesti &
Hamdan, 2025). Referring to a study at PKU Muhammadiyah Hospital in Yogyakarta,
reliability has a significant relationship with patient satisfaction because patients tend to assess
a hospital’s quality based on how consistently healthcare staff adhere to standard operating
procedures (SOPs). High reliability minimizes medical and administrative errors, which
psychologically fosters a sense of safety and trust in patients.

However, the influence of the reliability dimension often becomes a critical point in outpatient
services with high patient volume. If there are irregularities in doctors’ schedules or errors in
medical record data entry, patient satisfaction levels will drop drastically even if the hospital’s
physical facilities are adequate. As discussed in the literature review in the JMIAK journal,
reliability is one of the main pillars of the SERVQUAL dimension most frequently correlated
with satisfaction because it is directly related to the clinical outcomes received by patients
(Indawati, 2025).

Cost and Facilities as Factors Supporting Satisfaction

Cost is a crucial element influencing patients’ perceptions of services in outpatient units,
particularly regarding perceived value (Wulandari, 2024). In a study conducted at Benyamin
Guluh Kolaka Hospital, costs were found to have a positive and significant influence on patient
satisfaction. This indicates that patients tend to feel satisfied when the service fees they pay are
perceived as commensurate with the quality of care and the friendliness of the staff they
receive. At the Sengayam Regional General Hospital (RSUD), cost transparency and the
alignment of fees with minimum service standards are determining factors for patients
particularly those with limited financial means in assessing whether the hospital’s services
meet their expectations or not (Ambas et al., 2025).

Facilities include the availability of modern medical equipment, the cleanliness of waiting
areas, the comfort of restrooms, and a layout that facilitates accessibility for outpatients. A
literature review in the JMIAK journal confirms that adequate facilities and infrastructure are
the quality indicators most easily observed directly by patients. If Sengayam General Hospital
can provide clean and well-organized facilities, this will create a strong impression of
professionalism, thereby enhancing patients’ overall trust and satisfaction with the healthcare
institution (Putri & Putri, 2024).
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Patient Characteristics and Provider Factors

Patient characteristics play a crucial role in determining the level of satisfaction with healthcare
services, as each individual brings different expectations and perceptions. Demographic factors
such as age, gender, educational level, and socioeconomic status often influence how patients
assess service quality. For example, patients with higher levels of education tend to have more
specific and critical expectations regarding medical information, while health conditions or the
severity of illness can also affect a patient’s emotional state when providing feedback.
Differences in cultural background and past experiences with healthcare facilities also shape
the personal standards patients use to measure whether the services received meet their
expectations or not (Aribowo et al., 2024).

The quality of communication, empathy, and friendliness of doctors, nurses, and administrative
staff are often considered more memorable for patients than the sophistication of medical
equipment alone. Additionally, systemic factors such as efficient wait times, facility
cleanliness, and ease of access to information also play a significant role in creating a positive
experience. When healthcare providers demonstrate quick responsiveness and offer genuine
care, patient trust increases, which directly correlates positively with patient satisfaction and
loyalty toward the healthcare institution (Sepriano et al., 2025).

The Dynamics of Patient Satisfaction

The dynamics of patient satisfaction are a complex phenomenon centered on the gap between
initial expectations and the perceived reality of the care received. Psychologically, satisfaction
is not static, as it is influenced by various cognitive and emotional variables, ranging from the
quality of interpersonal interactions with medical staff to the comfort of physical facilities.
Patients tend to engage in continuous evaluation throughout the care process, during which
satisfaction may fluctuate depending on the speed of staff responses, the clarity of information
provided, and the empathy demonstrated in addressing complaints (Polanunu, 2025).

In the modern healthcare landscape, these dynamics are also significantly influenced by
information accessibility and technological advancements. Patients today are more discerning
and have higher standards due to the ease of comparing the quality of care across healthcare
providers via digital platforms. Consequently, healthcare institutions are required to focus not
only on clinical aspects (recovery) but also on non-clinical aspects such as streamlined
bureaucracy and personalized service. Consistency in maintaining service quality at every
touchpoint is the key to retaining patient loyalty amid ever-evolving service demands.

Conclusion

Overall, patient satisfaction in the outpatient unit at Sengayam Regional General Hospital is
the result of a dynamic interaction between the quality of medical care and patients’ subjective
perceptions of the SERVQUAL dimensions. The main conclusion indicates that the reliability
dimension plays the most vital role, where staff consistency in accurately following standard
operating procedures (SOPs) serves as the primary foundation of patient trust. Beyond clinical
aspects, supporting factors such as cost transparency and the comfort of physical facilities have
proven significant in shaping perceived value. This dynamic of satisfaction is not static but
continues to evolve alongside patients’ demographic characteristics and the ease of accessing
digital information, which makes the public’s expectations regarding healthcare services
increasingly critical and personalized.

References

Akhtika, A., Akhyary, E., & Okparizan, O. (2024). Strategi dalam Mengingkatkan Kualitas
Pelayanan Publik (Studi pada Layanan Instalasi Rawat Jalan di Rumah Sakit Umum
Daerah (RSUD) Raja Ahmad Tabib Provinsi Kepulauan Riau). Doctoral Dissertation,
Universitas Maritim Raja Ali Haji.

ISSN 2721-1215 (Print), ISSN 2721-1231 (Online)
Copyright © 2026, Journal La Medihealtico, Under the license CC BY-SA 4.0 391



Al-Araafi, F., Sadam, M., Tsabitah, K. N., Anindya, R. R., & Fatkhuri, F. (2024). Kesenjangan
Sosial-Ekonomi Pasca Pandemi Covid-19 Analisis Kritis terhadap {enyebab dan
Dampaknya pada Masyarakat di Indonesia. Jurnal Bina Bangsa Ekonomika, 17(1),
819-829. https://doi.org/10.46306/JBBE.V1711.470

Alfian, A. D. H., Yusriani, Y., Yuliati, Y., Mahmud, N. U., & Alwi, M. K. (2026). Strategies
to Enhance Inpatients’ Revisit Intention through the Blue Ocean Strategy and
Customer Satisfaction Index. Journal La Medihealtico, 7(1), 195-219.

Alqifari, S. F., Amirthalingam, P., Prabahar, K., Qasem, K. A., Alanazi, F. E., Alrasheed, T.,
... & Aljabri, A. (2026). Factors associated with patient treatment satisfaction in
diabetes mellitus care using the DTSQs: a nationwide cross-sectional study in Saudi
Arabia. Patient preference and adherence, 566025.
https://doi.org/10.2147/PPA.S566025

Ambas, J., Rahman, E., Tahir, A., & Amin, A. N. (2025). Manajemen Pelayanan Sektor Publik
(Teori dan Praktek Layanan Publik di Rumah Sakit). CV Mega Press Nusantara.

Anyiwe, K., Feld, J. J., Pullenayegum, E., Wong, W. W., Nguyen, L., & Sander, B. (2026).
Short-and Long-Term Healthcare Costs Attributable to Hepatitis B Among

Newcomers to Ontario, Canada: A Matched Cohort Study. Canadian Journal of
Gastroenterology and Hepatology, 2026(1), 2330427.

Aribowo, K., Purwanda, E., & Rahmi, A. S. (2024). Hubungan Kualitas Pelayanan Terhadap
Kepuasan Dan Loyalitas Pasien Di Rumah Sakit. Jurnal Akuntansi, Manajemen Dan
[lmu Ekonomi (Jasmien), 5(1), 58—68. https://doi.org/10.54209/JASMIEN.V5101.787

Aryandaru, P., Astuti, H. J., Pratama, B. C., & Miftahuddin, M. A. (2026). Patient Satisfaction
is a Mediator of the Relationship between Human Resource Interaction, Service
Quality, Trust, and Patient Loyalty. Indonesian Interdisciplinary Journal of Sharia
Economics (IIJSE), 9(1), 1512-1532.

Borthakur, P. P., Das, A., Sahariah, J. J., Pramanik, P., Baruah, E., & Pathak, K. (2026).
Revolutionizing patient care: 3D printing for customized medical devices and
therapeutics. ~ Biomedical =~ Materials &  Devices, 4(2), 1275-1302.
https://doi.org/10.1007/s44174-025-00324-2

Esty, R., Efendi, ., & Afriani, M. (2023). Kualitas Pelayanan Kesehatan Memengaruhi
Kepuasan Pasien di Ruang Rawat Inap RSUD Selasih Kab. Pelalawan Riau. Jurnal of
Healthcare Technology and Medicine, 9(1), 675.
https://doi.org/10.33143/jhtm.v9i1.2930

Huang, Y., Liu, C., Cai, Y., Xu, L., Hou, Y., & Fan, M. (2026, April). " I Wouldn't Really Use
It as a Practice Tool": Understanding Medical Students’ Perspectives and Needs on

LLM-Enhanced Clinical Skills Training. In Proceedings of the 2026 CHI Conference
on Human Factors in Computing Systems (pp. 1-25).

Indawati, L. (2025). Manajemen Rekam Medis dan Sistem Informasi Kesehatan (M. Nasrudin,
Ed.; Vol. 1). PT Nasya Expanding Management.

Jacob, L., Thomas, K. T., Samuel, L. C., & Thomas, S. S. (2026). Fusion Techniques for
medical imaging and clinical data towards precision diagnostics and personalized
care. In Multimodal Learning Using Heterogeneous Data (pp. 139-155). Morgan
Kaufmann.

Jamil, K., Anwar, A., & Mustafa, S. (2026). How humanoid chatbot interaction quality builds
trust and loyalty in hospitality? A mixed-method approach. Journal of Hospitality
Marketing & Management, 1-40.

ISSN 2721-1215 (Print), ISSN 2721-1231 (Online)
Copyright © 2026, Journal La Medihealtico, Under the license CC BY-SA 4.0 392


https://doi.org/10.46306/JBBE.V17I1.470
https://doi.org/10.2147/PPA.S566025
https://doi.org/10.54209/JASMIEN.V5I01.787
https://doi.org/10.1007/s44174-025-00324-2
https://doi.org/10.33143/jhtm.v9i1.2930

https://doi.org/10.37899/journallamedihealtico.v711.3066

Johnson, T. L., Rinehart, D. J., Durfee, J., Brewer, D., Batal, H., Blum, J., ... & Gabow, P.
(2015). For many patients who use large amounts of health care services, the need is
intense yet temporary. Health affairs, 34(8), 1312-1319.
https://doi.org/10.1377/hlthaff.2014.1186

Juwito, J., & Bisri, M. C. (2026). The Influence of Service Quality, Brand Image, and Patient
Experience on Patient Loyalty through Patient Satisfaction: Empirical Study From
RAA Soewondo Pati Regional Hospital, Indonesia. Golden Ratio of Mapping Idea
and Literature Format, 6(1), 1115-1131. https://doi.org/10.52970/grmilf.v6il.1717

Kellermann, A. L., Hsia, R. Y., Yeh, C., & Morganti, K. G. (2013). Emergency care: then,
now, and next. Health affairs, 32(12), 2069-2074.
https://doi.org/10.1377/hlthaff.2013.0683

Kelly, J. M., Berkhof, L., Franco-Rocha, O. Y., Mustian, L., Targia, V., Bauer, J., ... &
Magnuson, A. (2026). A Telehealth-Based Behavioral Intervention for Cancer-
Related Cognitive Decline in Older Adults Undergoing Systemic Therapy for Breast
Cancer: Development and Usability Testing. JMIR Formative Research, 10, e85140.
https://doi.org/10.2196/85140

Kemenkes RI. (2021). Laporan Tahunan Unit Pelayanana Kesehatan Tahun 2021. Unit
Pelayanan Kesehatan Kemenkes RI.

Kodyat, A. G., Trigono, A., & Chandra, A. (2026). Analysis of Patient Service Quality with
IOM Indicators in the Dental Polyclinic of Bhayangkara Hospital, Polri Education and
Training College. International Journal of Business, Law, and Education, 7(1), 230-
237.

Le, T. T., Le Quan Chau, T., & Nguyen Dang Kim, N. (2026). How Healthqual drives
willingness to pay a premium and revisit intention in health-care sector: the
moderation role of Al-enabled service. International Journal of Quality and Service
Sciences, 1-34. https://doi.org/10.1108/1JQSS-09-2025-0225

Liem, J. A., Gloria, V., Afifa, M. D. N., & Sembiring, C. (2026). Bridging Tourism and
Healthcare: The Impact of Service Quality, Waiting Time, and Patient Expectations
On Traveller Satisfaction in Bali. Journal of Mathematics Instruction, Social Research
and Opinion, 5(1), 159-170.

Netsere, H. B., Mekonnen, G. B., Tsehay, Y. T., Mamo, S. T., Messelu, M. A., Demile, T. A.,
... & Mulatu, S. (2026). Patient satisfaction and associated factors with outpatient
department service at University of Gondar comprehensive specialized referral
hospital, northern Ethiopia. A cross sectional study. International Journal of Africa
Nursing Sciences, 100983.

Nurahma, N., Kumalasari, F., & Suwarto. (2023). Analisis Pengaruh Kualitas Pelayanan, Biaya
dan Fasilitas Terhadap Kepuasan Pasien Rawat Jalan Rumah Sakit Benyamin Guluh
Kolaka. Prosiding Seminar Nasional Pemanfaatan Sains Dan Teknologi Informasi,
1(1), 469-478.

Peraturan Badan Penyelenggara Jaminan Sosial Kesehatan Nomor 5 Tahun 2020 Tentang
Perubahan Kedua Atas Peraturan Badan Penyelenggara Jaminan Sosial Kesehatan
Nomor 6 Tahun 2018 Tentang Administrasi Kepesertaan Program Jaminan
Kesehatan, Peraturan BPK (2020).

Peraturan Menteri Kesehatan Nomor 30 Tahun 2019 Tentang Klasifikasi Dan Perizinan Rumah
Sakit, Badan Pemeriksa Keuangan (2019).

ISSN 2721-1215 (Print), ISSN 2721-1231 (Online)
Copyright © 2026, Journal La Medihealtico, Under the license CC BY-SA 4.0 393


https://doi.org/10.37899/journallamedihealtico.v7i1.3066
https://doi.org/10.1377/hlthaff.2014.1186
https://doi.org/10.52970/grmilf.v6i1.1717
https://doi.org/10.1377/hlthaff.2013.0683
https://doi.org/10.2196/85140
https://doi.org/10.1108/IJQSS-09-2025-0225

Polanunu, M. A. A. (2025). Rumah Sakit Bintang Lima: Seni Merawat dengan Hati. AMU
Press , 1(3), 1-155.
https://ejournal.amertamedia.co.id/index.php/press/article/view/548

Pramesti, A. A., & Hamdan. (2025). Analisis Kepuasan Pasien Berdasarkan Pengalaman
Pelayanan Rawat Inap di RSUD Lembang. Proceeding FRIMA (Festival Riset [lmiah
Manajemen Dan Akuntansi), 8(1), 1630-1635.
https://doi.org/10.55916/FRIMA.V118.1047

Putra, C. S., Utari, A. R., Bastoni, B., LT, D. P., Lestari, D., Ariani, D., ... & Andriani, Y.
(2026). Literature Review: Identification of Dominant Factors in Patient Complaints

in Health Services Reviewed from Service Quality Attributes. Jurnal EduHealth,
17(01), 25-34.

Putri, N. E., & Putri, S. A. (2024). Kepuasan Pasien Terhadap Sarana dan Prasarana Penunjang
Pendaftaran Pasien Rawat Jalan di Bagian Ruang Tunggu Rumah Sakit Umum
Madina Bukittinggi Tahun 2024. MARAS: Jurnal Penelitian Multidisiplin, 2(4),
1901-1908. https://doi.org/10.60126/maras.v2i4.518

Rahmi, S. N., Hilda, & Noorma, N. (2022). Hubungan Kualitas Pelayanan terhadap Kepuasan
Pasien di Puskesmas Tanah Grogot Tahun 2020. Jurnal Kedokteran Mulawarman,
9(1), 28-34. https://doi.org/10.30872/JKM.VOII11.7602

Reinhardt, J. C. V., de Freitas Dewes, M., & Gongalez, O. L. (2026). From customer
satisfaction to strategic alignment: a new framework for strategic quality management

systems. International Journal of Quality & Reliability Management, 1-34.
https://doi.org/10.1108/IJQRM-02-2025-0055

Sapulette, R. A., Rengifurwarin, Z. A., & Bahasoan, A. (2025). Analisis Efektivitas Pelayanan
Kesehatan Pasien di Rumah Sakit Umum Daerah (RSUD) Masohi Kabupaten Maluku
Tengah. Jurnal [Imiah Global Education, 6(4), 2547-2559.
https://doi.org/10.55681/jige.v6i4.4483

Sepriano, S., Suharyanto, S., & Judijanto, L. (2025). Service Quality di Layanan Kesehatan.
PT Sonpedia Publishing Indonesia.

Silitonga, J. M., Alfanira, A., & Wahyuni, E. (2024). Hubungan Kualitas Pelayanan dengan
Kepuasan Pasien Rawat Inap Pengguna BPJS di Rumah Sakit Hermina Jatinegara.
MAHESA: Malahayati  Health  Student Journal, 4(4), 1495-1506.
https://doi.org/10.33024/mahesa.v4i4.14214

Suciati, G., & Zaman, C. (2023). Analisis Kepuasan Pasien terhadap Pelayanan di Rumah Sakit
Umum Daerah di H. Mohamad Rabain Kabupaten Muara Enim 2022. JKM (Jurnal
Kesehatan Masyarakat) Cendekia Utama, 11(1), 102.
https://doi.org/10.31596/jkm.v11il.1444

Swastika, A. G., Setiyadi, N. A., & Werdani, K. E. (2021). Kajian Literatur Faktor-faktor yang
Berhubungan dengan Kepuasan Pasien Rawat Inap di Rumah Sakit. Jurnal
Manajemen  Informasi Dan  Administrasi ~ Kesehatan,  4(1), 1-15.
https://doi.org/10.32585/JMIAK.V4I11.1323

Weber, A., Droeghaag, R., Paulus, A. T., Evers, S. M., van Kuijk, S. M., Willems, P. C., &
Jacobs, E. (2026). Living with an osteoporotic vertebral compression fracture: a
qualitative exploration of patient and healthcare professional perspectives. Archives
of Osteoporosis, 21(1), 25. https://doi.org/10.56442/ijble.v7i1.1371

Widayanti, E., Imallah, R. N., & Kurniasih, Y. (2024). Hubungan Kehandalan (Reliabillity)
Pelayanan Keperawatan dengan Kepuasan Pasien di RS PKU Muhammadiyah

ISSN 2721-1215 (Print), ISSN 2721-1231 (Online)
Copyright © 2026, Journal La Medihealtico, Under the license CC BY-SA 4.0 394


https://ejournal.amertamedia.co.id/index.php/press/article/view/548
https://doi.org/10.55916/FRIMA.V1I8.1047
https://doi.org/10.60126/maras.v2i4.518
https://doi.org/10.30872/JKM.V9I1.7602
https://doi.org/10.1108/IJQRM-02-2025-0055
https://doi.org/10.55681/jige.v6i4.4483
https://doi.org/10.33024/mahesa.v4i4.14214
https://doi.org/10.31596/jkm.v11i1.1444
https://doi.org/10.32585/JMIAK.V4I1.1323
https://doi.org/10.56442/ijble.v7i1.1371

Yogyakarta. Prosiding Seminar Nasional Penelitian Dan Pengabdian Kepada
Masyarakat LPPM Universitas ’Aisyiyah Yogyakarta, 2, 353—-359.

Wood, E. B., Baidoo, S., Babiera, E., Magalhaes, J., Ferguson, C., Gollenberg, A., & Gleason,
K. T. (2026). A Nurse-Led Study to Investigate Factors Influencing Patients’
Perception of Diagnostic Quality in the Emergency Department. Journal of
Emergency Nursing.

Wulandari, A. R. (2024). Pengaruh Digital Marketing Terhadap Pengambilan Keputusan
Melalui Perceived Value dan Hospital Brand Image di Rumah Sakit Unhas Makassar.
Universitas Hasanuddin.

ISSN 2721-1215 (Print), ISSN 2721-1231 (Online)
Copyright © 2026, Journal La Medihealtico, Under the license CC BY-SA 4.0 395



