
 

vii 

 

DAFTAR ISI 

 

LEMBAR PERSETUJUAN .................................... Error! Bookmark not defined. 

LEMBAR PENGESAHAN ..................................... Error! Bookmark not defined. 

LEMBAR PERNYATAAN ..................................... Error! Bookmark not defined. 

ABSTRAK ................................................................ Error! Bookmark not defined. 

ABSTRACT ............................................................... Error! Bookmark not defined. 

DAFTAR ISI ........................................................................................................ vii 

DAFTAR TABEL ................................................................................................ xi 

DAFTAR GAMBAR ........................................................................................... xii 

DAFTAR LAMPIRAN ...................................................................................... xiii 

BAB I PENDAHULUAN ......................................... Error! Bookmark not defined. 

1.1  Latar Belakang......................................... Error! Bookmark not defined. 

1.2  Rumusan Masalah ................................... Error! Bookmark not defined. 

1.3  Tujuan Penelitian ..................................... Error! Bookmark not defined. 

1.4  Manfaat Penelitian ................................... Error! Bookmark not defined. 

BAB II  TINJAUAN PUSTAKA ............................. Error! Bookmark not defined. 

2.1  Rumah Sakit Secara Umum..................... Error! Bookmark not defined. 

2.1.1 Pengertian Rumah Sakit .................. Error! Bookmark not defined. 

2.1.2 Tugas Rumah Sakit ......................... Error! Bookmark not defined. 

2.1.3 Fungsi Rumah Sakit ........................ Error! Bookmark not defined. 

2.1.4 Klasifikasi Rumah Sakit ................. Error! Bookmark not defined. 

2.1.5 Pelayanan Medik ............................. Error! Bookmark not defined. 

2.2.  Poli Mata ................................................ Error! Bookmark not defined. 

2.2.1  Katarak ........................................... Error! Bookmark not defined. 

2.2.2 Glukoma .......................................... Error! Bookmark not defined. 

2.2.3 Pterygium ........................................ Error! Bookmark not defined. 

2.2.4 Ulkus ............................................... Error! Bookmark not defined. 

2.3  Kepuasan Pasien ...................................... Error! Bookmark not defined. 



viii 

 

  

 

2.3.1  Pengertian Kepuasan ...................... Error! Bookmark not defined. 

2.3.2  Tingkat Kepuasan .......................... Error! Bookmark not defined. 

2.3.3  Faktor yang Mempengaruhi Kepuasan PasienError! Bookmark 

not defined. 

2.3.4  Faktor-Faktor yang Menyebabkan Ketidakpuasan Pasien ..... Error! 

Bookmark not defined. 

2.3.5  Pengukuran Kepuasan Pasien ........ Error! Bookmark not defined. 

2.4  Kualitas Pelayanan .................................. Error! Bookmark not defined. 

2.4.1 Pengertian Kualitas Pelayanan ........ Error! Bookmark not defined. 

2.4.2 Pengukuran Tingkat Kualitas PelayananError! Bookmark not 

defined. 

2.4.3   Faktor-Faktor yang Mempengaruhi Kualitas Pelayanan Pasien

.................................................................. Error! Bookmark not defined. 

2.3.4 Indikator Kualitas Pelayanan .......... Error! Bookmark not defined. 

2.5 Rumah Sakit Islam Al-Muchtar Karawang ............ Error! Bookmark not 

defined. 

2.5.1 Profil Rumah Sakit Islam Al-Muchtar KarawangError! Bookmark 

not defined. 

2.5.2 Visi dan Misi Rumah Sakit ............. Error! Bookmark not defined. 

2.5.3 Motto Rumah Sakit Islam Al-Muchtar KarawangError! Bookmark 

not defined. 

2.5.4 Pelayanan di RSIK .......................... Error! Bookmark not defined. 

2.5.5 Sumber Daya ................................... Error! Bookmark not defined. 

2.6 Hasil Peneltian yang Relevan ................... Error! Bookmark not defined. 

2.7 Hipotesis ................................................... Error! Bookmark not defined. 

BAB III  METODE PENELITIAN ........................ Error! Bookmark not defined. 

3.1 Jenis dan Rancangan................................. Error! Bookmark not defined. 

3.2.1 Populasi ........................................... Error! Bookmark not defined. 

3.2.2 Sampel............................................. Error! Bookmark not defined. 



ix 

 

  

 

3.3  Alat dan Bahan ........................................ Error! Bookmark not defined. 

3.3.1 Alat .................................................. Error! Bookmark not defined. 

3.3.2 Bahan .............................................. Error! Bookmark not defined. 

3.4  Lokasi dan Waktu Penelitian ................... Error! Bookmark not defined. 

3.5  Instrumen Penelitian ................................ Error! Bookmark not defined. 

3.5.1 Skala Likert ..................................... Error! Bookmark not defined. 

3.5.2 Uji Validitas .................................... Error! Bookmark not defined. 

3.5.3 Uji Reliabilitas ................................ Error! Bookmark not defined. 

3.6  Variabel Penelitian .................................. Error! Bookmark not defined. 

3.6.1 Variabel Bebas ................................ Error! Bookmark not defined. 

3.6.2 Variabel Terikat .............................. Error! Bookmark not defined. 

3.7 Prosedur Penelitian ................................... Error! Bookmark not defined. 

3.8 Analisis Data ............................................ Error! Bookmark not defined. 

3.8.1 Analisis Univariat ........................... Error! Bookmark not defined. 

3.8.2 Analisis Bivariat.............................. Error! Bookmark not defined. 

BAB IV  HASIL DAN PEMBAHASAN ................ Error! Bookmark not defined. 

4.1 Validitas dan Reliabilitas .......................... Error! Bookmark not defined. 

4.2 Data Demografi Pasien ............................. Error! Bookmark not defined. 

4.2.1 Jenis Kelamin .................................. Error! Bookmark not defined. 

4.2.2  Usia Pasien ..................................... Error! Bookmark not defined. 

4.2.3 Tingkat Pendidikan ......................... Error! Bookmark not defined. 

4.2.4 Pekerjaan ......................................... Error! Bookmark not defined. 

4.2.5 Status Perkawinan ........................... Error! Bookmark not defined. 

4.2.6 Pengalaman Berkunjung ke Poli MataError! Bookmark not 

defined. 

4.2.7 Alasan Berkunjung ke Poli Mata .... Error! Bookmark not defined. 

4.2.8 Diagnosa Pasien .............................. Error! Bookmark not defined. 

4.3 Tingkat Kepuasan Pasien ......................... Error! Bookmark not defined. 



x 

 

  

 

4.4 Tingkat Kualitas Pelayanan ...................... Error! Bookmark not defined. 

4.4.1 Tangibles ......................................... Error! Bookmark not defined. 

4.4.2 Reliability ........................................ Error! Bookmark not defined. 

4.4.3 Responsiveness ................................ Error! Bookmark not defined. 

4.4.4 Assurance ........................................ Error! Bookmark not defined. 

4.4.5 Empathy .......................................... Error! Bookmark not defined. 

4.4.6 Dimensi Kualitas Pelayanan dengan Rata-Rata Tertinggi ...... Error! 

Bookmark not defined. 

4.5 Korelasi Kualitas Pelayanan dengan Kepuasan Pasien . Error! Bookmark 

not defined. 

BAB V  KESIMPULAN DAN SARAN .................. Error! Bookmark not defined. 

5.1 Kesimpulan ............................................... Error! Bookmark not defined. 

5.2 Saran ......................................................... Error! Bookmark not defined. 

DAFTAR PUSTAKA ............................................... Error! Bookmark not defined. 

LAMPIRAN .............................................................. Error! Bookmark not defined. 

DAFTAR RIWAYAT HIDUP ................................ Error! Bookmark not defined. 

 

 

 

 

 

  

 

 



 

xi 

 

DAFTAR TABEL 

 

Tabel 2.6   Hasil Penelitian yang Relevan  ........................................................... 22 

Tabel 3.6   Variabel Terikat .................................................................................. 27 

Tabel 4.0   Jenis Kelamin Pasien .......................................................................... 30 

Tabel 4.1   Usia Pasien ......................................................................................... 31 

Tabel 4.2   Tingkat Pendidikan Pasien ................................................................. 32 

Tabel 4.3   Pekerjaan Pasien ................................................................................. 33 

Tabel 4.4   Status Perkawinan Pasien ................................................................... 34 

Tabel 4.5   Pengalaman Berkunjung ke Poli Mata ............................................... 35 

Tabel 4.6   Alasan Berkunjung ke Poli Mata ....................................................... 36 

Tabel 4.7   Diagnosa Pasien ................................................................................. 37 

Tabel 4.8   Tingkat Kepuasan Pasien ................................................................... 39 

Tabel 4.9   Penilaian Dimensi Tangibles  ............................................................. 40 

Tabel 4.10  Penilaian Dimensi Reliability ............................................................ 42 

Tabel 4.11  Penilaian Dimensi Responsiveness .................................................... 43 

Tabel 4.12  Penilaian Dimensi Assurance ............................................................ 45 

Tabel 4.13  Penilaian Dimensi Empathy .............................................................. 46 

Tabel 4.14  Dimensi Kualitas Pelayanan dengan Rata-Rata ................................ 47 

 

 

 

 

 

 

 

 

 

 

 

 



 

xii 

 

DAFTAR GAMBAR 

 

Gambar 2.5 Profil Rumah Sakit Islam Al-Muchtar Karawang……………...… 20 

Gambar 3.7 Prosedur Penelitian ……..………………………………………... 28 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

xiii 

 

DAFTAR LAMPIRAN 

 

Lampiran 1.   Izin Penelitian Fakultas ................................................................. 61 

Lampiran 2.   Izin Etik ........................................................................................ 62 

Lampiran 3.   Tabulasi Karakteristik Responden ................................................ 63 

Lampiran 4.   Kuesioner Kepuasan Pasien Terhadap Kualitas Pelayaan ............ 68 

Lampiran 5.   Kuesioner Kualitas Pelayanan ...................................................... 69 

Lampiran 6.   Kuesioner Kepuasan Pasien .......................................................... 72 

Lampiran 7.   Izin Meminta Mengisi Kuesioner ................................................. 73 

Lampiran 8.   Membantu Mengisi Kuesioner...................................................... 73 

Lampiran 9.   Responden Menyetujui ................................................................. 73 

Lampiran 10. Tabulasi Tingkat Kualitas Pasien ................................................. 74 

Lampiran 11. Tabulasi Tingkat Kepuasan .......................................................... 76 

Lampiran 12. Obat yang diberikan  ..................................................................... 81 

Lampiran 13 Uji Validitas ................................................................................... 82 

Lampiran 13. Uji Reliabilitas  ............................................................................. 83 

Lampiran 14. Distribusi Frekuensi ...................................................................... 89 

Lampiran 15. Uji Spearman ................................................................................ 91 

 

 

 

 

 

 

 

 

 

 


