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Objective: The aim of this research is to find a solution for each alternative by using 
the TOPSIS (Technique for Order Preference by Similarity to Ideal Solution) method 
as a basis for measuring the quality of health services at the Aisyiyah Siti Fatimah 
Tulangan Hospital, where there are still problems with service quality and patient 
satisfaction due to the lack of supporting facilities in the registration waiting room. 
Method: This research uses descriptive quantitative methods with a population 
consisting of patients undergoing new and existing outpatient treatment at the 
Aisyiyah Siti Fatimah Tulangan Hospital, and the sample size determined using the 
Slovin formula resulted in 98 respondents. Result: The results of this research obtained 
an average tangibles score of 52.80%, reliability 64.06%, responsiveness 78.00%, 
empathy 64.33%, competence 76.84%, communication 78.00%, and access 65.39%; 
overall it is categorized as satisfied, although the tangibles dimension indicates 
remaining obstacles. Novelty: The study provides practical recommendations for 
additional supporting facilities in the waiting room to improve patient comfort and 
satisfaction, offering a focused approach to enhancing the tangible dimension of 
healthcare service quality. 
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INTRODUCTION  

Hospitals are defined as health care institutions that provide comprehensive 

individual health care services, including inpatient care, outpatient care, and emergency 

care, as stipulated in Law No. 44 of 2009 [1]. Outpatient care is defined as health care 

services provided to patients for observation, diagnosis, treatment, rehabilitation, and 

other medical services that do not require the patient to be admitted to the hospital. The 

Outpatient Registration Desk (TPPRJ) is part of the healthcare service that receives 

patients, both those receiving inpatient care at the hospital and those seeking outpatient 

treatment. This is where patients first come into contact with the hospital [2]. Outpatient 

registration officers are required to be quick and accurate in collecting and recording 

patient data, with an information system that facilitates and speeds up services and 

reduces data processing errors [3]. Outpatient care is the gateway to the hospital because 

it is a key factor in patient satisfaction. If patients are dissatisfied with outpatient services, 

they will not return to the hospital for treatment. 

Good service at a hospital is proof that the hospital is of high quality. The quality of 

health services refers to the appropriate and effective use of potential resources available 

at hospitals or health centers, in accordance with professional and service standards and 

in a safe, satisfactory, ethical, and legal manner, taking into account the limitations and 
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opportunities of the government and patients as consumers [4]. Something is said to be 

of high quality if it is considered better, faster, more innovative, and often more expensive 

than low-quality products and services. However, this is not entirely true because some 

customers understand quality medical services as services that satisfy customers [5]. 

Service quality is an assessment of customer expectations with performance results, 

attitudes, or the way employees provide satisfactory service to customers [6]. According 

to Charles Hollis, there are 12 dimensions related to internal service quality in the health 

sector (Internal Health Care Service Quality). The ideal solution for each alternative will 

then be selected using the TOPSIS (Technique for Order Preference by Similarity to Ideal 

Solution) method as a basis for measuring the quality of health services [7]. The 12 

dimensions of healthcare service quality are: tangibles, responsiveness, courtesy, 

reliability, communication, competence, understanding, outcomes, caring, collaboration, 

access, and equity [8]. 

Satisfaction is determined by the assessment of each patient regarding the health 

services they have received. Satisfaction measurement is carried out as an effort to ensure 

the quality of health services provided [9]. In health services, patients are consumers of 

health services because they are related to service quality, hospital marketing, and service 

improvement priorities [10]. Patients feel satisfied when health services meet or exceed 

their expectations. This satisfaction begins when patients are welcomed from the moment 

they arrive until they leave the treatment facility. Negative perceptions or dissatisfaction 

among customers can result in them no longer being interested in using our services. That 

is why it is important for service providers to pay attention to quality in meeting 

customer expectations and satisfaction [11], whereby patient satisfaction is used as an 

indicator of the success of health services and a form of patient evaluation of the services 

provided by hospitals.  

According to research by Novega (2020), who conducted a review prior to the 

research, found that health services at the Kelpahiang Regional General Hospital 

registration office still need to be improved, especially in terms of time management and 

hospital administration. Services to patients were not provided on time, so patients had 

to wait for hours to receive services. In addition, complicated administrative procedures 

make it difficult for patients as consumers to obtain health services. The registration desk 

staff are unreliable and unresponsive in serving patients. so the researchers tried to look 

at it from the perspective of service recipients or customers in evaluating the gap between 

expectations and perceptions of the quality of health services provided by the Kelpahiang 

Regional General Hospital outpatient facility. The gap is the difference between 

perceived service (perceived service) and expected service (expected service) [12].  

Based on the results of a preliminary study at the Aisyiyah Siti Fatimah Tulangan 

Hospital in the outpatient registration section, 10 patient responses were taken. This 

study shows that 3 patients in the tangible quality dimension stated that they were 

dissatisfied with the reasons of additional facilities such as televisions, newspapers, and 

magazines, which were insufficient, causing patients to feel bored while waiting in line. 

There were 4 patients in the reliability dimension who stated that they were dissatisfied 
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with the timeliness of service delivery. and there were 3 patients in the responsiveness 

dimension who said they were quite satisfied because the outpatient registration staff 

tried to provide prompt and responsive service in responding to patient complaints. 

One of the efforts to improve the quality of outpatient satisfaction in the tangible 

dimension (physical evidence) is by adding various supporting facilities in the 

registration waiting room [13]. In the reliability dimension the ability of officers to 

provide timely services as described in the Minister of Health Decree No. 129 of 2008 

concerning Minimum Service Standards for Hospitals established at the Outpatient 

Registration Desk is a treatment time of less than 60 minutes with a of less than 10 

minutes, and customer/patient satisfaction above 90% [14]. Responsiveness is seen from 

the speed and responsiveness of officers in providing treatment to patients, such as 

responding to patient problems/complaints [15].  In this case, hospitals must consider 

the quality of their services, including patient waiting times, because this can have an 

impact on the quality of services received by patients. Satisfied patients will be interested 

in returning for another visit [16]. 

Based on the issues mentioned above, the researcher conducted research at the 

Aisyiyah Siti Fatimah Tulangan Hospital related to the quality of health services and 

patient satisfaction, because good service will influence patient satisfaction to use the 

service again and recommend the service received to others who also have the same 

health service needs. 

 

RESEARCH METHOD 

This study was conducted at Aisyiyah Siti Fatimah Tulangan Hospital using 

descriptive quantitative research. The purpose of this study was to assess the dimensions 

of patient satisfaction for improving service quality at Aisyiyah Siti Fatimah Tulangan 

Hospital. Data collection was carried out using questionnaires with purposive sampling, 

which is sampling based on criteria set by the researcher, namely patients who were 

undergoing new and long-term outpatient treatment at Aisyiyah Siti Fatimah Tulangan 

Hospital from March – April 2024, with a total of 98 respondents. The independent 

variables in this study were the dimensions of tangibles, reliability, responsiveness, 

empathy, competence, communication, and access. The dependent variable in this study 

was patient satisfaction with outpatient registration services, which was measured using 

the service quality dimension. The output is an assessment of the quality of outpatient 

services based on the Internal Service Quality dimension using the TOlPSIS model at 

Aisyiyah Siti Fatimah Tulangan Hospital as follows:   
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Figure 1. Theoretical Framework. 

Source : Parasuraman dalam Abdul Sani (2021) 

Explanation:  
 : Researched 
 
 : Not researched  

 

Based on the theoretical framework above, there are twelve dimensions of service 

quality. However, in this study, only seven dimensions that are highly relevant were 

selected as dimensions and indicators. This is because the TOPSIS method concept can 

be applied to all types of services in various organizations. The quality of health services 

is assessed based on compliance with service standards. Service at outpatient registration 

based on service quality can be seen in the speed and duration of outpatient services, 

which are influenced by many factors, including the influence of physical evidence, 

reliability, responsiveness, empathy, communication, competence, and access. 

 

RESULTS AND DISCUSSION 

A. Respondent Characteristics  

The characteristics of the respondents in this study were measured using a 

questionnaire, with a total of 98 respondents who received services at the Outpatient 

Registration Desk of the Aisyiyah Siti Fatimah Tulangan Hospital. The questionnaire 

covered gender, highest level of education, occupation, and insurance status. The general 

description of the research population can be seen in the following frequency distribution 

and cross-tabulation:   
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Table 1. Relspolndeln Rumah Sakit Aisyiyah Siti Fatimah Tulangan. 

Category Description Frequency Percentage (%) 

Gender 
Male 41 42% 

Female  57 58% 
Total     98 100% 

Highest 
Education 

No Schooling 1 1% 

Elementary School 2 2% 
Junior High School 20 20% 
Senior High School 49 50% 
D1-D3-D4 4 4% 
Bachelor's Degree 22 23% 

Total     98 100% 

Employment 

Not working 4 4% 

Civil 
servant/military/police 

12 12% 

Private employee 30 31% 
Entrepreneur 22 23% 
Student 5 5% 
Housewife 19 19% 
Other  6 6% 

Total     98 100% 

Insurance Status 
General      15 15% 

BPJS  83 85% 
Total     98 100% 

Source: Results of a survey conducted by Aisyiyah Siti Fatimah Tulangan Hospital (2024) 

 

Based on Table 1, it can be seen that the female patients of Aisyiyah Siti Fatimah 

Tulangan Hospital accounted for 57 out of 98 respondents, or 58%. When compared to 

male patients, there were 41 out of 98 patients, with a percentage of 42%. In terms of 

education, 49 out of 98 respondents had a high school education, with a prevalence of 

50%, which is the highest educational qualification compared to those who did not attend 

school, which was 1 out of 98 respondents, with a prevalence of 1%. In terms of 

employment, 30 of the 98 respondents worked as private employees with a response rate 

of 31%, compared to 4 of the 98 respondents who were unemployed with a response rate 

of 4%. Based on patient insurance status, the characteristics of patients with BPJS 

insurance status were 83 out of 98 respondents with a prevalence of 85%, and when 

compared to general patients, there were 15 out of 98 respondents with a prevalence of 

15%. 

The results of the service quality assessment conducted by respondents based on 

seven dimensions of service quality (tangibles, reliability, responsiveness, empathy, 

completeness, communication, and accessibility) at the Outpatient Registration Desk are 

as follows:  
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B. Tangibles Dimension  

The tangibles dimension (tangible) is the form that can be seen directly from the 

service delivery, including physical appearance, facilities, equipment, facilities, 

information, and staff. The tangible dimension (tangible/real) includes physical facilities, 

amenities, and materials used by the hospital, as well as the appearance of employees 

[17]. The following are the results of research on the tangible dimension at the registration 

desk of the Aisyiyah Siti Fatimah Tulangan Hospital: 

 

Table 2. Assessment of service quality based on tangible dimensions. 

No Tangible Indicators 
Percentage 

(%) 
Category 

1 Cleanliness of the outpatient registration waiting 
room 

54,71% Satisfactory 

2 Outpatient registration staff always look neat 56,29% Satisfactory 
3 Additional facilities such as televisions, 

newspapers, and magazines so that patients do not 
get bored while waiting in line 

45,86% Satisfactory 

4 Availability of information boards such as patient 
registration procedures 

53,14% Satisfactory 

5 Availability of ready-to-use equipment such as 
computers, internet networks, APM machines, 
sound systems, LCD screens displaying queues 

55,86% Satisfactory 

6 Availability of air conditioning to cool the room 53,86% Satisfactory 
7 Availability of sufficient seating in the waiting 

room  
49,86% Satisfactory 

Total 52,80% Satisfactory 

Source: Results of a survey conducted by Aisyiyah Siti Fatimah Tulangan Hospital 

(2024) 

 

Table 2 above shows that the description of patient service quality at the outpatient 

registration desk in terms of tangible evidence or direct evidence obtained an average 

patient satisfaction index of 52.80% with a rating of fairly satisfied. The first statement 

regarding cleanliness in the outpatient registration waiting room obtained an average 

score of 54.71%, which means that patients were quite satisfied. The second question 

regarding the appearance of outpatient registration staff, which was always neat, 

obtained a score of 56.29%, which means that they were quite satisfied. The third 

question, regarding additional facilities such as televisions, newspapers, and magazines 

to keep patients entertained while waiting in line, received a satisfaction rating of 45.86%, 

which is fairly satisfactory. The fourth question concerned the availability of information 

boards, such as patient registration procedures, and received a satisfaction rating of 

53.14%, which is fairly satisfactory.  

The fifth question item regarding the availability of ready-to-use equipment such 

as computers, internet networks, APM (Independent Registration Kiosks), speakers, 
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screens or television monitors displaying queues, the results showed a satisfaction rate 

of 55.86%, which means that patients were quite satisfied. The sixth question concerned 

the availability of air conditioning to cool the room, and the results showed a satisfaction 

rate of 53.86%, which means that patients were quite satisfied. The seventh question 

regarding the availability of sufficient seating in the waiting room received a response 

rate of 49.86%, which means that respondents were fairly satisfied. Therefore, one of the 

indicators used to measure the quality of public services is the tangible dimension. In this 

study, physical facilities such as buildings, waiting rooms, examination rooms, written 

information sources, and location distance were discussed. The tangible dimension is 

important as a measure of service because it is tangible evidence that can be seen and felt, 

thereby influencing customer expectations.  

Based on Table 2, the lowest score was for additional facilities such as televisions, 

newspapers, and magazines to keep patients entertained while waiting in line. From the 

observations at the Outpatient Registration Desk of the Aisyiyah Siti Fatimah Tulangan 

Hospital, it is clear that the needs of patients are not being met, such as the limited 

number of newspapers, magazines, children's toys, and televisions, which could be better 

utilized as entertainment for patients while waiting in line to register. Therefore, it is 

hoped that the patient registration area can improve the physical/tangible evidence that 

currently exists. Tangible dimensions include physical facilities, equipment, and 

materials used by the company, as well as employee appearance. Therefore, with 

attributes that have been assessed as good by respondents, it is hoped that patient 

registration areas can improve the physical evidence that currently exists, and that 

facilities such as televisions can be better utilized so that patients feel more comfortable 

[18]. In this statement, if patients feel uncomfortable or uneasy, it can affect their physical 

and psychological well-being, which will then affect their recovery. a high level of patient 

satisfaction can increase patient satisfaction and increase interest in revisiting the hospital 

concerned. This physical/tangible evidence is very important for assessing the quality of 

the services provided to patients [19]. 

C. Reliability Dimension 

The reliability dimension is the ability of an institution to provide accurate services 

from the outset without making any mistakes in delivering its services according to the 

agreed time [20]. This means that officers are able to deliver the promised services 

accurately. The following are the results of research on the reliability dimension at the 

registration desk of Aisyiyah Siti Fatimah Tulangan Hospital: 

 

Table 3. Assessment of service quality based on the reliability dimension. 

No Reliability Indicator 
Percentage 

(%) 
Category 

1 
Registration officers provide information about the 
patient registration process 

63,83% Satisfied 
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2 
Registration staff provide information about 
BPJS/General patient registration requirements 

65,33% Satisfied 

3 
Outpatient registration staff provide services 
appropriately in accordance with minimum service 
standards 

64,50% Satisfied 

4 
The administrative process and payment process 
are not difficult 

65,17% Satisfied 

5 
The services provided are in accordance with what 
was communicated 

65,83% Satisfied 

6 Timeliness in registering patients 59,67% Satisfied 
Total 64,06% Satisfied 

Source: Results of a questionnaire conducted by Aisyiyah Siti Fatimah Tulangan 

Hospital (2024) 

 

Table 3 above shows that the description of the quality of patient services at the 

outpatient registration desk in terms of reliability obtained an average patient satisfaction 

index of 64.06% with a rating of satisfied. The first question regarding registration officers 

providing information about the patient registration process obtained a result of 63.83%, 

which means satisfied. The second question regarding registration officers providing 

information about BPJS/General patient registration requirements received a score of 

65.33%, which indicates satisfaction. The third question, regarding outpatient registration 

officers providing services in accordance with minimum service standards, received a 

satisfaction rating of 64.50%. The fourth question item regarding the administration and 

payment procedures, which were not difficult, obtained a satisfaction rating of 65.17%.  

The fifth question item regarding the suitability of the services provided with the 

information provided obtained a satisfaction score of 65.83%, which means satisfactory. 

The sixth question, regarding the timeliness of patient registration, received a satisfaction 

rating of 59.67%. The reliability dimension can be seen from trained staff, timeliness, 

personal attention of staff to patients, friendly staff, and a comfortable waiting room to 

support service quality. If customers perceive the reliability dimension of service quality 

to be good, then customer satisfaction will be higher, and if customers perceive the 

reliability dimension of service quality to be poor, then customer satisfaction will be 

lower. With this, it is hoped that hospitals will be able to maximize their existing 

resources to provide the best service. 

Based on Table 3, the lowest score was on the question of punctuality in registering 

patients. From observations at the Outpatient Registration Desk of the Aisyiyah Siti 

Fatimah Tulangan Hospital, staff were not punctual in registering patients, which 

affected patient satisfaction levels. According to the Minister of Health Decree No. 129 of 

2008 concerning Minimum Service Standards (SPM), the time required from when a 

patient registers until they are served by a specialist doctor is approximately 60 minutes. 

To minimize this problem, it is necessary to display information about outpatient services 

on the walls, especially in the outpatient waiting room, and to provide education about 

outpatient registration services through call centers or online applications to avoid 
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patient congestion in the event of a network overload [21]. Therefore, in terms of 

reliability, it is recommended that there be reliable staff, sufficient staff resources, and 

adequate facilities at the registration desk. 

D. Responsiveness Dimension  

The responsiveness dimension is the willingness and ability of staff to assist 

patients, respond, provide information on when services will be provided, and then 

provide services based on the quality of service provided [22]. The following are the 

results of the research on the responsiveness dimension at the registration desk of 

Aisyiyah Siti Fatimah Tulangan Hospital: 

 

Table 4. Assessment of service quality based on the responsiveness dimension. 

No Responsiveness Indicator 
Percentage 

(%)  
Category 

1 
Outpatient registration staff serve with 5S 
(Greetings, Smile, Greetings, Solpan, Polite)  

78,00% Satisfied 

2 
Registration staff always remind patients to bring 
their medical cards every time they visit 

78,80% Satisfied 

3 
Outpatient registration officers are responsive in 
helping patients who arrive 

76,40% Satisfied 

4 
Outpatient registration officers are always ready to 
help patients when there are difficulties 

76,60% Satisfied 

5 
The ability of staff to provide the services needed by 
patients 

80,20% Satisfied 

Total 78,00% Satisfied 

Source: Results of a questionnaire conducted by Aisyiyah Siti Fatimah Tulangan 

Hospital (2024) 

 

Table 4 above shows that the description of the quality of patient services at the 

outpatient registration desk in terms of responsiveness obtained an average patient 

satisfaction index of 78.00% with a rating of satisfied. The first question regarding 

outpatient registration officers serving with 5S (Greetings, Smiles, Greetings, Solpan, 

Politeness) obtained a result of 78.00%, which means satisfied. The second question 

regarding registration officers always reminding patients to bring their medical cards 

every time they visit received a score of 78.80%, which means satisfaction. The third 

question item, regarding outpatient registration officers being responsive in helping 

patients who come in, received a satisfaction rating of 76.40%.  

The fourth question asked whether outpatient registration officers were always 

ready to help patients when they had difficulties, with a satisfaction rate of 76.60%. The 

fifth question item regarding the ability of officers to provide the services needed by 

patients obtained a score of 80.20%, which means satisfaction. Responsiveness is defined 

as the ability of staff to assist patients in providing prompt service, willingness to listen, 

and resolving patient complaints optimally. Thus, it can be understood that providing 
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satisfaction to patients requires additional efforts to achieve it. These efforts are in the 

sense that staff seriously offer all possible responsibilities only for the benefit of patients 

in order to achieve patient satisfaction.  

Based on Table 4, each question received a high average score. This statement shows 

that patients feel satisfied with the responsiveness dimension, which includes the ability 

of health workers to listen to customers and their readiness to serve according to 

procedures and meet customer expectations. Customer expectations regarding the speed 

of service tend to increase over time in line with advances in health information 

technology available to customers. This means that officers are expected to be able to 

maintain a responsive attitude in order to improve the quality of service at outpatient 

registration [23]. 

E. Empathy Dimension 

The empathy dimension is giving sincere and individual or personal attention to 

patients. The empathy dimension seeks to understand patients' desire for clarity of 

information regarding matters of importance to them [24]. The following are the results 

of research on the empathy dimension at the registration desk of Aisyiyah Siti Fatimah 

Tulangan Hospital: 

 

Tabel 5. Assessment of service quality based on the empathy dimension. 

No Empathy Indicator 
Percentage 

(%)  
Category 

1 
Staff assist patients when they have difficulty 
completing BPJS / General requirements   

62,17% Satisfied 

2 
Outpatient registration staff always communicate 
well with patients   

65,83% Satisfied 

3 
Outpatient registration staff provide clear 
information about services to patients    

65,67% Satisfied 

4 
Outpatient registration staff are always fair and do 
not discriminate between BPJS and general patients 

65,33% Satisfied 

5 
Registration staff understand patients' 
needs/feelings 

61,50% Satisfied 

6 
Registration staff are friendly and helpful in 
providing services at the registration desk 

65,50% Satisfied 

Total  64,33% Satisfied 

Source: Results of a survey conducted by Aisyiyah Siti Fatimah Tulangan Hospital 

(2024) 

 

Table 5 above shows that the description of the quality of patient services at the 

outpatient registration desk in terms of empathy obtained an average patient satisfaction 

index of 64.33% with a rating of satisfied. The first question item regarding staff assisting 

patients when they have difficulty completing BPJS/General requirements obtained a 

result of 62.17%, which means satisfied. The second question, regarding outpatient 
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registration staff always communicating well with patients, received a score of 65.83%, 

which indicates satisfaction. The third question item regarding outpatient registration 

officers providing clear service information to patients obtained a satisfaction rating of 

65.67%.  

The fourth question, regarding whether outpatient registration staff always treated 

BPJS patients and general patients fairly without discrimination, received a satisfaction 

rating of 65.33%. The fifth question regarding the staff's understanding of the 

needs/feelings of patients received a satisfaction rating of 61.50%. And in the sixth 

question regarding the friendliness and helpfulness of staff in providing services at the 

registration desk, the results showed a satisfaction rate of 65.50%. One factor that can 

influence patient satisfaction is empathy, because there is a relationship between the 

quality of health services and patient satisfaction. All health workers are expected to pay 

attention to patient feelings so that they can provide quality services that satisfy patients. 

Efforts to provide quality services are accompanied by the understanding of officers, 

including the ease of providing information about services to patients. 

Based on Table 5, each question received a high average score. This statement shows 

that patients feel satisfied with the empathy dimension to develop and carry out service 

activities in accordance with the level of understanding and comprehension of each 

party. The party providing the service must feel like the party being served and 

understand their problems. The parties being served must also understand the 

limitations and capabilities of the people being served, so that both parties have the same 

feelings. This means that empathy in a hospital is very important in providing quality 

service [25]. 

F. Competence Dimension 

The competence dimension is the ability to provide good service based on high 

competence or skills so as to be able to foster patient trust in the hospital [26]. Each 

employee must have the knowledge, skills, and good behavior that constitute 

competence in their profession. The following are the results of research on the 

competence dimension at the registration desk of the Aisyiyah Siti Fatimah Tulangan 

Hospital: 

Table 6. Assessment of service quality based on competence dimensions. 

No Competence Indicator     
Percentage 

(%) 
Category 

1 
Outpatient registration staff are able to respond to 
patient questions related to their complaints 

74,20% Satisfied 

2 
Speed of staff in handling patient complaints and 
providing solutions 

75,40% Satisfied 

3 Ability of staff to register patients accurately 76,20% Satisfied 
4 Staff provide clear explanations/instructions 76,80% Satisfied 

5 
Staff are able to operate computers well 

81,60% 
Very 

satisfied 
Total  76,84% Satisfied 
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Source: Results of a survey conducted by Aisyiyah Siti Fatimah Tulangan Hospital (2024) 

 

Table 6 above shows that the description of the quality of patient services at the 

outpatient registration desk in terms of completeness or completeness obtained an 

average patient satisfaction index of 76.84% with a rating of satisfied. The first question 

regarding the ability of outpatient registration officers to respond to patient questions 

related to their complaints obtained an average score of 74.20%, which means satisfied. 

The second question regarding the speed of staff in handling patient complaints and 

providing solutions received a score of 75.40%, which indicates satisfaction. The third 

question item regarding the ability of staff to register patients accurately obtained a 

satisfaction rating of 76.20%.  

The fourth question item regarding the staff's ability to provide clear 

explanations/instructions obtained a satisfaction rate of 76.80%. And on the fifth 

question item regarding the staff's ability to operate computers well, the results showed 

a satisfaction rate of 81.60%, which means very satisfied. In the context of competence, 

competence is defined as the knowledge, skills, and behavior that must be possessed by 

a health worker to carry out their duties in various health service structures. The 

importance of mastering this competence for professionals working in registration is 

related to the quality of their work and their career path, so that human resources are 

needed who meet the competence requirements in carrying out their work at the 

registration office. 

Based on Table 6, each question received a high average score. In the dimension of 

competence, this relates to the ability, skills, and performance of health service providers. 

The competence dimension covers health service providers who follow agreed-upon 

health service standards, such as accuracy, compliance, fairness, and consistency. If one 

of the competencies is not fulfilled, it can result in minor deviations in service delivery or 

even fatal errors that can reduce the quality of health services [27]. 

G. Communication Dimension   

The communication dimension is the ability to provide good service based on good 

communication skills with the parties being served [28]. This dimension is very important 

for registration officers to implement in order to achieve patient satisfaction. The 

following are the results of research on the communication dimension at the registration 

desk of the Aisyiyah Siti Fatimah Tulangan Hospital: 

 

Table 7. Assessment of service quality based on the communication dimension. 

No Communication Indicator   
Percentage 

(%) 
Category 

1 
Officials are able to use language that is easily 
understood by patients 

80,80% Satisfied 

2 
Staff are able to explain clearly the questions 
asked by patients 

79,00% Satisfied 
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3 
Staff give patients the opportunity to ask 
questions      

74,20% Satisfied 

4 
Staff serve patients in a friendly and helpful 
manner 

79,20% Satisfied 

5 
Staff ask for permission before registering 
patients 

76,80% Satisfied 

Total   78,00% Satisfied 

Source: Results of a questionnaire conducted by Aisyiyah Siti Fatimah Tulangan 

Hospital (2024) 

 

Table 7 above shows that the description of the quality of patient service at the 

outpatient registration desk in terms of communication obtained an average patient 

satisfaction index of 78.00% with a rating of satisfied. The first question regarding the 

ability of staff to use language that is easily understood by patients obtained an average 

score of 80.80%, which means satisfied. The second question item regarding the ability of 

staff to explain clearly the questions asked by patients obtained a score of 79.00%, which 

means satisfactory. The third question item, regarding the staff's ability to provide 

opportunities for patients to ask questions, received a satisfaction rating of 74.20%. The 

fourth question item regarding staff serving patients in a friendly and helpful manner 

obtained a satisfaction rate of 79.20%. And on the fifth question item regarding staff 

asking for permission before registering patients, the results showed a satisfaction rate of 

76.80%. In the field of health services, communication between health workers is the most 

important aspect. Lack of communication can lead to mistakes in handling patients and 

delays in service. Ineffective communication can also indicate poor coordination among 

health workers. Sometimes, communication consists only of orders and confirmations 

without discussion or exchange of knowledge. There is a possibility of overlapping 

services, conflicts between professionals, and delays in patient registration due to the 

large number of services available at the hospital. 

Based on Table 7, each question received a high average score. In the dimension of 

communication, this refers to the ability to provide information to patients in a language 

they can understand. This can meet the need for information that has been provided by 

staff very clearly, starting from information about the services that will be received by 

patients [29]. 

H. Access Dimension 

The access dimension is the ease with which the health services offered can be 

accessed by the community, unhindered by geographical, social, economic, and language 

barriers [30]. This dimension of access can fulfill the service needs of patients. The 

following are the results of research on the dimension of access at the registration desk 

of the Aisyiyah Siti Fatimah Tulangan Hospital: 
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Table 8. Assessment of service quality based on the dimension of access. 

No Access Indicator 
Percentage 

(%) 
Category 

1 
Staff are knowledgeable about the types of 
services available at the hospital 

65,50% Satisfied 

2 
Ease of obtaining clear information, such as 
doctor schedules 

66,17% Satisfied 

3 
Staff are familiar with the location of the 
polyclinic that patients will visit 

67,17% Satisfied 

4 
The road leading to the hospital is accessible 
without any obstacles   

65,17% Satisfied 

5 
The hospital has a partnership with other 
insurance companies 

67,33% Satisfied 

6 Hospital facilities are easy to use    61,00% Satisfied 
Total  65,39% Satisfied 

Source: Results of a survey conducted by Aisyiyah Siti Fatimah Tulangan Hospital 

(2024) 

 

Table 8 above shows that the description of the quality of patient services at the 

outpatient registration desk in terms of access or accessibility obtained an average patient 

satisfaction index of 65.39% with a rating of satisfied. The first question regarding 

whether staff are knowledgeable about the types of services available at the hospital 

obtained a result of 65.50%, which means satisfied. The second question, regarding the 

ease of obtaining clear information such as the doctor's schedule, received a response rate 

of 66.17%, which indicates satisfaction. The third question, regarding staff knowledge of 

the location of the polyclinic that patients are going to, received a satisfaction rating of 

67.17%. The fourth question, regarding whether the road to the hospital was accessible 

without any obstacles, received a satisfaction rating of 65.17%. The fifth question, 

regarding whether the hospital has cooperation agreements with other insurance 

companies, received a satisfaction rating of 67.33%. The sixth question, regarding the ease 

of using hospital facilities, received a satisfaction rating of 61.00%.   

In terms of access, public access to health services is often viewed only from the 

perspective of service providers. The Ministry of Health is increasing public access to 

high-quality health services in order to improve the health conditions of the community. 

However, it must be acknowledged that health development still faces many challenges. 

Some of these challenges include the emergence of new health problems or recurring 

infectious diseases, differences in social and economic status between regions, and 

disparities in the health status of the community. Therefore, it is the responsibility of the 

Ministry of Health and hospitals to provide uniform health facilities throughout 

Indonesia so that everyone can receive medical treatment at a lower cost and closer to 

their homes. 
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Based on Table 8, each question received a high average score. Geographic access is 

measured by distance, travel time, type of transportation, and/or other physical barriers 

that may prevent people from accessing health services. Economic access relates to the 

ability to pay for health services. Social or cultural access relates to whether or not health 

services are acceptable in terms of social or cultural values, beliefs, and behavior. 

Organizational access is the extent to which health services are measured to provide 

convenience to patients [31]. 

  

CONCLUSION 

Fundamental Finding : Based on the results of the assessment of the dimensions for 

improving service quality at the Aisyiyah Siti Fatimah Tulangan Hospital using the 

Technique for Order Preference by Similarity to Ideal Solution (TOPSIS) model, there are 

seven dimensions of service quality with respective scores: tangible 52.80% (fairly 

satisfied), reliability 64.06% (satisfied), responsiveness 78.00% (satisfied), empathy 

64.33% (satisfied), competence 76.84% (satisfied), communication 78.00% (satisfied), and 

accessibility 65.39% (satisfied). This study concludes that all dimensions of service quality 

are satisfactory, except the tangible dimension, which has the lowest score and is only 

considered moderately satisfactory. Implication : These findings imply that the hospital 

must prioritize improvements in physical evidence, such as enhancing facilities to 

increase patient comfort and satisfaction during service interactions. Limitation : The 

study focuses only on measuring patient satisfaction levels based on the seven 

dimensions of service quality without considering external factors that may influence 

patients’ perceptions, such as waiting time or staff workload. Future Research : Future 

studies are recommended to include broader variables and methods, such as 

SERVQUAL-Six Sigma integration or comparative analysis across multiple hospitals, to 

obtain more comprehensive insights into improving healthcare service quality. 
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