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MOTTO 

 Jalani dengan baik hidupmu saat ini. Lupakan masa lalu yang kelam dan 

jangan khawatir atas masa depan yang tak menentu, karena sesungguhnya 

engkau adalah dirimu yang sekarang (Lutfian Prisnandika). 

 Hiduplah dengan apa yang kita inginkan bukan apa yang orang lain inginkan. 

Karena yang tahu akan diri kita adalah diri kita sendiri (Lutfian Prisnandika). 

 Kurangi mengeluh teruslah berdoa. Sibukkan diri dalam kebaikan. Hingga 

keburukan lelah mengikuti kita (Lutfian Prisnandika). 

 Lakukan apa yang ingin engkau lakukan jika itu adalah baik tanpa TAPI 

(Lutfian Prisnandika). 

 Tekanan ada untuk menguatkan bukan untuk menghancurkan (Lutfian 

Prisnandika). 

 Orang berilmu dan beradab tidak akan diam di kampung halaman. Tinggalkan 

negerimu dan merantaulah ke negeri orang. Merantaulah, kau akan dapatkan 

pengganti dari kerabat dan kawan. Berlelah – lelahlah, manisnya hidup terasa 

setelah lelah berjuang (Imam Syafi’i). 

 You can never plan the future by the past (Edmund Burke). 

 Success is not final, failure is not fatal, it’s the courage to continue that’s 

counts (Winston S. Churchill). 

 Kita adalah penguasa dari kebahagiaan kita. Pada kenyataannya, kitalah yang 

menciptakan kebahagiaan kita sendiri (Jerome Polin). 
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ABSTRAK 

Jenis penelitian yang digunakan dalam penelitian ini adalah penelitian 

kuantitatif yang bertujuan untuk mengetahui pengaruh bukti fisik, keandalan, daya 

tanggap, jaminan, dan empati. Subjek dalam penelitian ini adalah pasien rawat 

jalan Rumah Sakit Islam Banjarnegara. Sampel yang digunakan dalam penelitian 

adalah sebanyak 107 responden. Sebelum data diolah harus diuji validitas dan 

reliability serta harus lolos uji asumsi klasik sedangkan analisis yang digunakan 

adalah analisis regresi berganda, uji hipotesis, dan uji beda rata-rata. Semua 

variabel independen berpengaruh simultan terhadap kepuasan pasien rawat jalan 

dengan probabilitas sebesar 30,4%. Hasil uji t menunjukkan bahwa variabel bukti 

fisik dan daya tanggap berpengaruh positif signifikan terhadap kepuasan pasien 

rawat jalan, sedangkan pada variabel keandalan, jaminan, dan empati berpengaruh 

positif namun tidak signifikan. Pada hasil uji beda rata-rata tidak terdapat 

perbedaan antara pasien BPJS dan Non BPJS terhadap kepuasan pasien rawat 

jalan.  

Kata Kunci : Bukti Fisik, Keandalan, Daya Tanggap, Jaminan, Empati, dan 

Kepuasan Pasien 
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ABSTRACT  

The type used in this research is quantitative research which aims to determine 

the effect of physical evidence, reliability, responsiveness, assurance, and 

empathy. The subjects in this research were outpatients in Banjarnegara Islamic 

Hospital. The sample used in the research was 107 respondents. Before the data 

is processed, it must be tested for validity and reliability and must pass the classic 

assumption test while the analysis used is multiple regression analysis, hypothesis 

testing, and average difference test. All independent variables have a 

simultaneous effect on outpatient satisfaction with a probability of 30.4%. The 

results of the t test show that the physical evidence variables and responsiveness 

have a significant positive effect on outpatient satisfaction, while the variables of 

reliability, assurance, and empathy have a positive but not significant effect. On 

the results of the average difference test there is no difference between BPJS and 

Non BPJS patients on outpatient satisfaction. 

Keywords: Physical Evidence, Reliability, Response, Guarantee, Empathy, and 

Patient Satisfaction 

 

 

Pengaruh Kualitas Pelayanan…,  Lutfian Prisnandika, Fakultas Ekonomi dan Bisnis UMP, 2019

mailto:Lutfian.Prisnandika@gmail.com
mailto:herni99@gmail.com


xiii 
 

DAFTAR ISI 

 

 

HALAMAN SAMPUL ............................................................................................ i 

HALAMAN JUDUL ............................................................................................... ii 

HALAMAN PERSETUJUAN ............................................................................... iii 

HALAMAN PENGESAHAN ................................................................................ iv 

HALAMAN PERNYATAAN ORISINALITAS ..................................................... v 

HALAMAN PERSETUJUAN PUBLIKASI KARYA SRIPSI ............................. vi 

MOTTO ................................................................................................................ vii 

PERSEMBAHAN ................................................................................................ viii 

KATA PENGANTAR ........................................................................................... ix 

ABSTRAK ............................................................................................................. xi 

DAFTAR ISI ........................................................................................................ xiii 

DAFTAR TABEL ................................................................................................ xiv 

DAFTAR GAMBAR ........................................................................................... xvi 

DAFTAR LAMPIRAN ....................................................................................... xvii 

 

BAB I. PENDAHULUAN ...................................................................................... 1 

A. Latar Belakang Masalah ............................................................................ 1 

B. Rumusan Masalah ...................................................................................... 7 

C. Batasan Masalah ........................................................................................ 8 

D. Tujuan Penelitian ....................................................................................... 8 

E. Manfaat penelitian ..................................................................................... 9 

 

BAB II. TINJAUAN PUSTAKA ......................................................................... 11 

A. Landasan Teori......................................................................................... 11 

B. Penelitian Terdahulu ................................................................................ 20 

C. Kerangka Pemikiran................................................................................. 28 

D. Hipotesis .................................................................................................. 32 

 

BAB III. METODE PENELITIAN .................................................................... 33 

A. Jenis Penelitian......................................................................................... 33 

B. Populasi dan Sampel ................................................................................ 34 

C. Metode Pengumpulan Data ...................................................................... 36 

D. Variabel Penelitian ................................................................................... 38 

E. Definisi Operasional ................................................................................ 38 

F. Metode Analisis Data ............................................................................... 42 

 

BAB IV. HASIL DAN PEMBAHASAN ............................................................ 54 

A. Hasil Penelitian ........................................................................................ 54 

B. Pembahasan.............................................................................................. 81 

 

 

BAB V. PENUTUP ............................................................................................... 91 

A. Kesimpulan .............................................................................................. 91 

Pengaruh Kualitas Pelayanan…,  Lutfian Prisnandika, Fakultas Ekonomi dan Bisnis UMP, 2019



xiv 
 

B. Keterbatasan Penelitian ............................................................................ 92 

C. Saran ........................................................................................................ 92 

 

DAFTAR PUSTAKA ........................................................................................... 95 

DAFTAR LAMPIRAN ........................................................................................ 98 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Pengaruh Kualitas Pelayanan…,  Lutfian Prisnandika, Fakultas Ekonomi dan Bisnis UMP, 2019



xv 
 

DAFTAR TABEL 

 

 

Tabel 2.1 Hasil Riset Terdahulu............................................................................. 20 

Tabel 3.1 Data Pelayanan Rawat Jalan RSI Banjarnegara Tahun 2018-2019 ....... 35 

Tabel 3.2 Data Pasien Rawat Jalan BPJS dan Non BPJS RSI Banjarnegara Tahun 

                2018-2019 .............................................................................................. 36 

Tabel 4.1 Response Rate ........................................................................................ 59 

Tabel 4.2 Karakteristik Responden ........................................................................ 60 

Tabel 4.3 Hasil Pengujian Validitas Bukti Fisik ............................................. 62 

Tabel 4.4 Hasil Pengujian Validitas Keandalan ............................................. 63 

Tabel 4.5 Hasil Pengujian Validitas Daya Tanggap ....................................... 64 

Tabel 4.6 Hasil Pengujian Validitas Jaminan ................................................. 64 

Tabel 4.7 Hasil Pengujian Validitas Empati................................................... 65 

Tabel 4.8 Hasil Pengujian Validitas Kepuasan Pasien ................................... 66 

Tabel 4.9 Hasil Uji Reliabilitas ............................................................................. 67 

Tabel 4.10 Hasil Uji Normalitas One-Sample Kolmogorov-Smirnov Test .......... 68 

Tabel 4.11 Hasil Uji Multikolinieritas ........................................................... 69 

Tabel 4.12 Hasil Uji Heteroskedastisitas .............................................................. 70 

Tabel 4.13 Hasil Nilai Koefisien Determinasi (R
2
) ........................................ 71 

Tabel 4.14 Hasil Uji F ....................................................................................... 73 

Tabel 4.15 Hasil Analisis Regresi Linier Berganda ....................................... 74 

Tabel 4.16 Hasil Uji Beda Rata-rata Independent Sample t Test .................... 80 

Tabel 4.17 Nilai Rata-rata Butir Pernyataan Kuesioner Kepuasan Pasien ...... 82 

Tabel 4.18 Nilai Rata-rata Butir Pernyataan Kuesioner Bukti Fisik ............... 83 

Tabel 4.19 Nilai Rata-rata Butir Pernyataan Kuesioner Keandalan  ............... 85 

Tabel 4.20 Nilai Rata-rata Butir Pernyataan Kuesioner Daya Tanggap .......... 86 

Tabel 4.21 Nilai Rata-rata Butir Pernyataan Kuesioner Jaminan .................... 87 

Tabel 4.22 Nilai Rata-rata Butir Pernyataan Kuesioner Empati ..................... 89 

 

 

 

 

 

 

 

 

 

 

Pengaruh Kualitas Pelayanan…,  Lutfian Prisnandika, Fakultas Ekonomi dan Bisnis UMP, 2019



xvi 
 

DAFTAR GAMBAR 

 

 

Gambar 2.1 Konsepsi Kualitas Pelayanan ............................................................. 13 

Gambar 2.2 Rangka Pemikiran .............................................................................. 31 

Gambar 3.1 Kurva Uji F Hipotesis Keenam .......................................................... 47 

Gambar 3.2 Kurva Uji t Hipotesis Pertama ........................................................... 49 

Gambar 3.3 Kurva Uji t Hipotesis Kedua .............................................................. 50 

Gambar 3.4 Kurva Uji t Hipotesis Ketiga .............................................................. 51 

Gambar 3.5 Kurva Uji t Hipotesis Keempat .......................................................... 52 

Gambar 3.6 Kurva Uji t Hipotesis Kelima ............................................................. 52 

Gambar 4.1Kurva Hasil Uji F Hipotesis Keenam ............................................. 73 

Gambar 4.2 Kurva Hasil Uji t Hipotesis Pertama .................................................. 77 

Gambar 4.3 Kurva Hasil Uji t Hipotesis Kedua ..................................................... 77 

Gambar 4.4 Kurva Hasil Uji t Hipotesis Ketiga .................................................... 78 

Gambar 4.5 Kurva Hasil Uji t Hipotesis Keempat ................................................. 78 

Gambar 4.6 Kurva Hasil Uji t Hipotesis Kelima ................................................... 79 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Pengaruh Kualitas Pelayanan…,  Lutfian Prisnandika, Fakultas Ekonomi dan Bisnis UMP, 2019



xvii 
 

DAFTAR LAMPIRAN 

 

 

Lampiran 1 Kuesioner .......................................................................................... 100 

Lampiran 2 Data Penyebaran Responden ............................................................ 105 

Lampiran 3 Data Karakteristik Responden .......................................................... 106 

Lampiran 4 Nilai Tabulasi data ............................................................................ 110 

Lampiran 5 Uji Validitas ...................................................................................... 128 

Lampiran 6 Uji Reliabilitas .................................................................................. 132 

Lampiran 7 Uji Asumsi Klasik ............................................................................ 133 

Lampiran 8 Uji Determinasi (R
2
) ......................................................................... 135 

Lampiran 9 Uji F .................................................................................................. 136 

Lampiran 10 Analisis Regresi Berganda dan Uji t .............................................. 137 

Lampiran 11 Uji Beda Rata-rata .......................................................................... 138 

Lampiran 12 r Tabel ............................................................................................. 139 

Lampiran 13 t Tabel ............................................................................................. 143 

Lampiran 14 F Tabel ............................................................................................ 146 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Pengaruh Kualitas Pelayanan…,  Lutfian Prisnandika, Fakultas Ekonomi dan Bisnis UMP, 2019




