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ABSTRAK

Pendahuluan: Mutu pelayanan keperawatan adalah sikap professional perawat yang
memberikan perasan nyaman pada diri setiap pasien melalui lima dimensi mutu sehingga dapat
memberikan kepuasan pada pasien. Tujuan: Mengetahui hubungan mutu pelayanan
keperawatan dengan kepuasan pasien Di Unit Gawat Darurat RSUD.S.K. Lerik Kota Kupang
.Metode: Desain penelitian deskripsi korelasi dengan pendekatan cross sectional.Teknik
pengambilan sampel menggunakan purposive sampling dengan jumlah sampel 194 orang.
Pengumpulan data dengan menggunakan kuesioner yang disusun sendiri oleh peneliti. Analisa
Univariat dalam bentuk distribusi frekfensi dan Analisa data bivariat dengan Uji Kendal tau b,
dengan ketentuan bermakna jika p value <0,05. Hasil: Dimensi reliability baik 91,8%,
resposivness baik 84,5%, assurance baik 91,8%, empaty 76,3%, tangiabel 95,9%, dan mutu
pelayanan 66,5%.  Uji Bivariat menunjukan ada hubungan yang bermakna antara reliability (p
value 0,002),responsivness, (p value 0,000), assurance (p value 0,000), empaty (p value
0,000) tangible (p value 0,021), dan mutu pelayanan secara umum (p value 0,000) Simpulan:
Ada hubungan yang bermakna antara mutu pelayanan keperawatan terhadap kepuasan pasien
di Unit Gawat Darurat RSUD.S.K. Lerik Kota KupangSaran: Rumah Sakit untuk lebih
meningkatkan mutu pelayanan keperawatan bagi tenaga perawat dalam komunikasi therapeutic
dan membina trust dengan pasien serta fasilitas rumah sakit seperti penataan ruangan,
penambahan kursi roda, kebersihan toliet, persediaan air bersih yang memadahi demi
menunjang pelayanan di Unit Gawat Darurat RSUD.S.K. Lerik Kota Kupang.

Kata Kunci: Mutu Pelayanan, Kepuasan Pasien, Rumah Sakit, Unit Gawat Darurat UGD)
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ABSTRACT
Background : Quality of service nursing is a profesional attitude of nurses who provide a sense
of comfort to each patient through five dimensions of quality so as to give satisfaction to the
patients. Purpose :to determine relationship quality of service nursing to satisfaction patient in
emergency unit, S.K. Lerik public hospital, kupang city. Methods :design of study is descriptif
correlation with cross sectional approach. Teknik sampling using purposive sampling with a
sample of 194 people. Collecting data using a questionnaire compiled by researcher. Univariate
analysis presented by a frequency distribution table and bivariate analysis used was kendal tau-
b test with significant level (p value)< 0.05. Result : dimension of reliability  91.8%,84.5%
resposiveness , assurance 91.8%, empaty 76.3%, tangiabel 95.9%, and quality of service
66,5%.  Test Bivariat showed significant relationship between reliability (p value 0.002),
responsiveness, (p value 0.000), assurance (p value 0.000), empathy (p value 0.000) tangible
(p value 0.021), and quality of services in general (p value of 0.000).Conclusion: There was
significant correlation between the quality of service nursing with patient satisfaction in the
emergency unit S.K. Lerik Public Hospital, Kupang City.Suggestion:The Hospital relations to
further improve the quality of nursing service for exertion nurse in communication and
fostering therapeutik trust with patients and hospital facilities as structuring the room , the
addition of wheelchairs , cleanliness toliet , clean water supplies for the sake of that memadahi
support services in emergency unit RSUD.S.K . LerikKupang City

Keywords: Quality of service ,satisfaction patient, hospital, emergency unit
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