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Intisari

Rumah sakit dituntut untuk memberikan mutu pelayanan yang prima sesuai
dengan harapan pasien. Penelitian ini menganalisis kualitas layanan agar tercipta
sistem pelayanan yang berkualitas dan merespon kebutuhan kesehatan pasien
secara efisien di Instalasi Rawat Inap RSIA Melati Husada Kota Malang. Desain
penelitian menggunakan metode penelitian deskriptif dengan pendekatan
kuantitatif dan didukung oleh data kualitatif. Data kuantitatif diperoleh dari
kuesioner yang disebarkan pada pasien atau wali pasien yang telah menggunakan
layanan secara utuh. Data kualitatif dihimpun melalui wawancara terstruktur
dengan Kepala Pelayanan Medis guna mengidentifikasi persyaratan teknis yang
memenuhi kebutuhan pasien. Analisis data dilakukan dengan mengintegrasikan
metode SERVQUAL dengan Quality Function Deployment melalui instrumen
House of Quality. Berdasarkan hasil penelitian, diperoleh informasi penting terkait
kesenjangan antara ekspektasi dengan persepsi dari suatu atribut. Studi juga
menunjukkan 29 atribut kebutuhan pasien serta 20 persyaratan teknis beserta
tingkat kepentingannya untuk memenuhi kebutuhan tersebut. Informasi terkait
peringkat perbaikan dan korelasi antarpersyaratan teknis juga dipaparkan sebagai
acuan dalam mengembangkan layanan.
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Abstract

A Hospital is required to provide an excellent services according to patients’
expectation. This research aimed to analyze the quality of services in order to
create a great quality service system and also to efficiently respond the needs of
patients in the Inpatient Installation of Melati Husada Mother and Child Hospital,
Malang City. This research used a descriptive research method with a quantitative
approach and supported by qualitative data. The quantitative data were obtained
from questionnaires distributed to the patients or their guardian who had used the
services as a whole. Qualitative data collected through structured interviews with
the Head of Medical Services in order to identify the technical requirements that
meet patient needs. Data analysis was carried out by integrating the SERVQUAL
assessment and Quality Function Deployment method through House of Quality
instrument. Based on the results of the study, important information was obtained
regarding the gap between the expectations and perceptions of patient. The study
also shows 29 attributes of patient needs and 20 technical requirements as well as
their importance to meet these needs. Information related to improvement ratings
and correlations between technical requirements is also presented as a reference in
developing services.
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