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ABSTRAK

Latar Belakang: Waktu tunggu dan kualitas pelayanan merupakan indikator
penting dalam menentukan kepuasan pasien rawat jalan. Persepsi waktu tunggu
merupakan penilaian subjektif pasien mengenai lamanya waktu yang dirasakan
selama menunggu pelayanan. Penelitian ini bertujuan untuk menganalisis
hubungan persepsi waktu tunggu dan kualitas pelayanan dengan kepuasan pasien
rawat jalan di Rumah Sakit Permata Kuningan Tahun 2026.

Metode: Penelitian ini menggunakan metode kuantitatif dengan desain cross-
sectional. Sebanyak 86 responden dipilih menggunakan teknik accidental
sampling. Data dikumpulkan menggunakan kuesioner terstruktur. Analisis data
dilakukan secara univariat dan bivariat menggunakan uji korelasi Spearman Rank.
Hasil: Hasil penelitian menunjukkan bahwa sebagian besar responden menilai
persepsi waktu tunggu dalam kategori cepat sebanyak 47 responden (54,7%),
menilai kualitas pelayanan dalam kategori baik sebanyak 45 responden (52,3%),
dan merasa puas terhadap pelayanan sebanyak 44 responden (51,2%). Hasil uji
Spearman Rank menunjukkan terdapat hubungan yang signifikan antara persepsi
waktu tunggu dengan kepuasan pasien (p-value 0,032; r=0,231) dan antara kualitas
pelayanan dengan kepuasan pasien (p-value <0,000; r=0,837). Koefisien korelasi
menunjukkan hubungan positif dengan kekuatan lemah pada persepsi waktu tunggu
dan sangat kuat pada kualitas pelayanan.

Simpulan: Terdapat hubungan yang signifikan antara persepsi waktu tunggu dan
kualitas pelayanan dengan kepuasan pasien rawat jalan di Rumah Sakit Permata
Kuningan Tahun 2026. Rumah sakit diharapkan meningkatkan efisiensi pelayanan
serta mempertahankan dan meningkatkan kualitas pelayanan guna meningkatkan
kepuasan pasien.

Kata Kunci: persepsi waktu tunggu, kualitas pelayanan, kepuasan pasien, rawat
jalan.
Daftar Pustaka : 9 Buku (2016 — 2025), 39 Jurnal Nasional (2021 —2026), 14

Jurnal Internasional (2021 — 2025)
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THE RELATIONSHIP BETWEEN PERCEIVED WAITING TIME AND
SERVICE QUALITY WITH OUTPATIENT SATISFACTION AT PERMATA
KUNINGAN HOSPITAL IN 2026

ABSTRACT

Background: Waiting time and service quality are important indicators in
determining outpatient satisfaction. Perceived waiting time refers to the patient's
subjective assessment of the length of time they experience while waiting for
healthcare services. This study aimed to analyze the relationship between perceived
waiting time and service quality with outpatient satisfaction at Permata Kuningan
Hospital in 2026.

Methods: This study employed a quantitative research method with a cross-
sectional design. A total of 86 respondents were selected using the accidental
sampling technique. Data were collected using a structured questionnaire. Data
were analyzed using univariate and bivariate analyses, with the Spearman Rank
correlation test.

Results: The results showed that most respondents perceived the waiting time as
fast, with 47 respondents (54.7%), rated the service quality as good, with 45
respondents (52.3%), and were satisfied with the services provided, with 44
respondents (51.2%). The Spearman Rank test showed a significant relationship
between perceived waiting time and patient satisfaction (p-value = 0.032; r =
0.231) and between service quality and patient satisfaction (p-value <0.000; r =
0.837). The correlation coefficients indicated a positive relationship, with a weak
correlation for perceived waiting time and a very strong correlation for service
quality.

Conclusion: There was a significant relationship between perceived waiting time
and service quality with outpatient satisfaction at Permata Kuningan Hospital in
2026. The hospital is expected to improve service efficiency while maintaining and
improving service quality to enhance patient satisfaction.

Keywords: waiting time, service quality, patient satisfaction, outpatient.

References: 9 Book (2016 — 2025), 39 National Journal (2021 — 2026),
14 International Journal (2021 — 2025
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