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ABSTRAK

Penelitian ini bertujuan untuk menganalisis tingkat kualitas layanan rawat
jalan di Rumah Sakit BCD Surabaya. Meskipun rumah sakit ini sudah cukup
terkemuka di Kota Surabaya dan sekitarnya, tetapi dari hasil studi pendahuluan
terhadap 30 responden menunjukkan rata-rata jawaban positif sebesar 84%.
Meskipun penilaian positif masih mendominasi, terdapat beberapa atribut dengan
proporsi jawaban negatif yang relatif tinggi, terutama ketepatan waktu dokter,
kejelasan informasi antrean, akurasi administrasi, kesiapsiagaan petugas, dan
keramahan pelayanan. Sehingga, penelitian ini menganalisis tingkat kualitas
layanan rawat jalan Rumah Sakit BCD Surabaya menggunakan metode Servqual
dan Importance Performance Analysis (IPA). Hasil penelitian menunjukkan bahwa
8 dari 12 atribut kualitas layanan memiliki gap negatif, serta terdapat 5 atribut yang
berada pada Kuadran I. Hasil perhitungan menunjukkan bahwa rata-rata tingkat
kesesuaian antaratribut sebesar 85%, yang mengindikasikan bahwa kinerja
pelayanan secara umum belum sepenuhnya sesuai dengan harapan pasien.
Berdasarkan pemetaan Importance Performance Analysis, terdapat lima atribut
pada Kuadran I yang menjadi prioritas utama perbaikan. Usulan perbaikan
diarahkan pada penataan parkir, pengendalian ketepatan waktu pelayanan,
pemberitahuan perubahan jadwal dokter, peningkatan respons kanal komunikasi,
dan standardisasi komunikasi petugas.

Kata Kunci: Importance Performance Analysis, Tingkat Kualitas Layanan,
Servqual
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ABSTRACT

This study aims to analyze the quality of outpatient services at BCD Hospital
in Surabaya. Although the hospital is well established in Surabaya and the
surrounding areas, a preliminary study involving 30 respondents showed an
average positive response rate of 84%. Despite the predominance of positive
responses, several service attributes received relatively high proportions of
negative responses, particularly physician punctuality, clarity of queue
information, administrative accuracy, staff readiness, and service friendliness.
Therefore, this study evaluates the quality of outpatient services at BCD Hospital
using the SERVQUAL method and Importance Performance Analysis (IPA). The
results show that 8 of the 12 service quality attributes have negative gap values,
while five attributes are positioned in Quadrant I. The average conformity level
across all attributes is 85%, indicating that overall service performance has not
fully met patient expectations. Based on the Importance Performance Analysis
mapping, the five attributes in Quadrant I are identified as the main priorities for
improvement. The proposed improvements focus on parking management, control
of service timeliness, notification of changes in physicians’ schedules, improvement
of response times through communication channels, and standardization of staff
communication.

Keywords: Importance Performance Analysis, Service Quality Level, Servqual
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