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Article Info ABSTRACT

Article history: Satisfaction is a feeling of pleasure or disappointment that someone feels
after comparing performance with what is expected, if the performance
is below expectations then the customer is not satisfied, but on the
contrary if it meets expectations the customer feels satisty and if the
performance exceeds expectations the customer feels very satisfied and
happy. This study aims to identify a description of the level of
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. . Hospital Medan in 2022. The data collection method used in this study
Satisfaction; is the primary data method. become respondents who meet the criteria
Service; for a total sample of 37 respondents. The instrument used is a
Patient; satisfaction questionnaire. The results shows that the reliability

(reliability) in the Outpatient Clinic of Santa Elisabeth Hospital Medan
is very satisfied with 33 respondents (89.2%), assurance (guarantee) very
satisfied, 35 respondents (94.6%), tangibles (reality) very satisfied. as
many as 37 respondents (100%), empathy (empathy) very satisfied as
many as 35 respondents (94.6%), responsiveness (responsibility) very
satisfied as many as 35 respondents (94.6%). Therefore, nurses can
maintain the level of satisfaction of nursing services in outpatients and
increase a sense of care, the responsibility of nurses to patients, nursing
services in outpatients. Bibliography (2008-2022)
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1. INTRODUCTION

The service involved is a process activities carried out by nurses in meeting patient needs in
maintaining the situation in terms of biology, psychology, social, and spiritual patient (Sulima.,
2020). Health services are important factor in improving the degree of health and well-being of
everyone people, and have the right to obtain health services from The government is responsible for
the availability of all forms of health efforts quality, safe, efficient, and affordable by all levels of
society (Nurfadillah et al., 2021). Merging services are one of the efforts to maintain, improve health,
prevention, healing, and health restoration carried out by good nurses individual or society
(Perceka,2020).

Satisfaction is a feeling happy or disappointed someone who is felt after comparing between
performance with the expected, if the performance is below expectations then the customer is not
satisfied, but vice versa if it meets customer expectations feel satisfied and if the performance
exceeds expectations the customer feels very satisfied and like (Kotler in Soweko H, 2019).
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Fufa (2019), patient satisfaction is an important phenomenon recognize the need for patients
to improve the health care system. Patient response to health services is one way to obtain
information about patient views regarding service quality perceived health, and to build strong
patient engagement. Patients who report higher satisfaction are more likely to benefit from their
treatment. Sesrianti (2019), patient satisfaction is the patient's perception that expectations have
been fulfilled, optimal results are obtained for each patient and health services by taking into
account the ability of patients and their families, attention to his family, attention to the needs of
patients, conditions physical environment, as well as responses to patient needs so that the best
possible continuity between satisfaction and results.

Widiasari (2019), patient dissatisfaction when being treated is caused by several factors. The
identity error factor still often occurs, namely mistaken patient identity especially in the intensive
care unit. Factor communication, the most common cause of errors from the implementation of
patient safety. Losses that occur as a result of ignoring patient safety pretty much. Tateke in Asres
(2020), general dissatisfaction Qualitatively describes the patient's negative reaction to the service
provided done.

Nooria in Budiana (2019), influencing factors patient satisfaction, namely product
characteristics including the appearance of the building, cleanliness and amenities. Price includes the
more expensive the price of treatment, the patient has greater expectations. Service includes service
friendliness of staff, speed and service. Amenities include amenities health facilities and
infrastructure, parking areas, waiting rooms comfortable. Image includes the image, reputation, and
care of nurses towards environment. And lastly communication, how are the complaints from
patients quickly accepted by the nurse.

Agritubella (2018), several dimensions of satisfaction consist of; nurse communication, nurse
attention, physical comfort and satisfaction factors One of them is the ability to provide information,
caring, communication, polite, responsive. Comfort is the highlight of the patient's reason choose a
health service. Communication errors bogged down the process nursing and the presence of
unexpected events, namely less complaints good nurse communication.

Handajani (2019), there are 3 (three) types of conditions satisfaction that can be felt by
consumers related to comparison between expectations and reality, that is, if expectations or needs
are equal services provided, consumers will be satisfied. If the services provided to consumers are
lacking or not in accordance with the needs or expectations consumer, the consumer becomes
dissatisfied. Asres et al (2020), patient satisfaction is defined as individual positive evaluation of
different health care dimensions and is an important element in the evaluation of services provided.
Satisfaction The patient is one measure of the success of the services provided by health institutions.
Patient satisfaction is one important indicator of health management that can help improve quality
services in the health care setting.

Akbulut et al (2017), patient satisfaction is a function depends on the extent to which it
corresponds to the patient's expected benefits from the service he will receive, the difficulties so that
the patient is free of suffering, the level of performance the patient expects from the service to be
provided, and the patient's socio-cultural values in relation to it service provision (patient's
individual and family culture, class and social status, personal preferences and habits, lifestyle,
prejudices).

Nursalam (2015), there are several factors that influence the consumer satisfaction. Broadly
speaking categorized in 5 categories viz production Quality, Service Quality, Price Emotional, Factor,
and Cost of acquiring. Product quality how consumers will feel satisfied with the product used.
Several dimensions that form the quality of goods products are performance, reliability,
conformance, durability, features. Service quality how consumers will be satisfied with the services
that have been consumed. The service quality dimension, better known as servqual includes 5
dimensions, namely responsiveness, reliability, assurance, empathy, responsiveness. Emotional
factors confidence and pride in the products and services used compared to competitors. Emotional
factor is measured from the perceived best score, meaning the perception of the best quality
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compared to its competitors. Price Price of products, services used compared to competitors at the
same cost issued by consumers. Price of products and services are measured by the value of the
benefitscompared to the costs incurred by consumers. Price is the price of medical services that must
be paid by consumers. Cost of aquarin costs incurred to obtain a product or service, Muninjaya
(2015), there are five groups of characteristics used by customers in evaluating the quality of services,
including:

Tangible (reality) that is the quality of health services can also be felt indirectly directly by its
users by providing physical facilities and adequate equipment. At capable health care providers able
to work optimally according to their respective skills. For this criterion, it is necessary to include
improvements to communication facilities and equipment services that do not directly provide
convenience to service users such as parking lots, security, waiting room comfort.

Empathy (empathy) that is this criterion is related to a sense of care and special attention
staff to each service user, understand their needs and makes it easy to call back at any time if para
Service users want to get help. The role of the health staff will determine the quality of health
services because they directly can meet the satisfaction of its users. Responsiveness (quick response)
that is health service users' expectations of speed services tend to increase from time to time in line
with technological advances used by service and information providers user's health.

Reliability (reliability) that is the ability to provide health services on time and accurate
according to what is offered as stated in service. Reliability is perceived as the most important by
service users health services that depend on human activity at the time interaction takes place, it will
be difficult for users to demand consistent output consistent. Guarantee (guarantee) that is this
criterion relates to knowledge, politeness, and character user can trust. Fulfillment of criteria This
service results in service users feeling free from risk. This dimension includes limiting factors,
competence, and credibility security.

2.  RESEARCH METHOD
The research design is the end result of a decision stagemade by researchers relate to how a study is
biased applied. The research design is a strategy to achieve the goalresearch that has been set and
acts as a guide or guideresearch in the entire research process (Nursalam, 2020). The design in this
study aims to find out the descriptionsatisfaction level of outpatient nursing services at the
Outpatient Polyclinic Medan Eliabeth Hospital in 2022.

Population is the entire collection of cases in which a study interested in conducting this
research (Polit & Beck, 2012). Population in This study included all patients who underwent
treatment in October 2021 to March 2022 at the Elisabeth Medan Hospital Outpatient Poly totaling
2,929 people. The sample is part of the population elements. Sampling is the process of selecting a
portion of the population to represent the entire population. Technique the sampling used in this
study was purposive sampling is a sampling technique that selects a sample from a population
according to the needs of the researcher so that the sample can be represent population
characteristics that have been known previously (Polit & Beck, 2012).

The number of samples used in this study were 97 people, with inclusion criteria are: Young
adults (26 years - 35 years), old adult age (36 years - 45 years), not the same patient. Variables that
affect or influence other variables. Something Stimulus activities manipulated by the researcher
create an impact on the dependent variable. Independent variables are usually manipulated,
observed, and considered to know or its effect on other variables (Nursalam, 2013). In this study only
uses one variable, namely level patient satisfaction. Operational definition is a definition based on
observed characteristics of something that is defined. Observable (measurable) characteristics that is
the key to the operational definition (Nursalam, 2013).
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3. RESULTS AND DISCUSSIONS

The following is the distribution of demographic data characteristics of outpatients at the outpatient
polyclinic at the Santa Elisabeth Medan 2022 hospital

Tabel 1. Distribution of demographic data characteristics of outpatients at the outpatient polyclinic
at Santa Elisabeth Hospital Medan in 2022.

Characteristics Frequency (f) Percent (%)
Umur
26 - 35 6 16,2
36 -45 31 83,8
Total 37 100
Gender
Man 18 48,6
Woman 19 51,4
Total 37 100
Education
SD 1 2,7
SMP 1 29,7
SMA 15 40,5
Diploma 3 8,1
Bachelor 7 18,9
Total 37 100

Based on table 1. of the distribution of frequencies and percentages, it was obtained that
most respondent data were in the age range of 36-45 years with a total of 31 respondents (83.8%) and
the least were in the age range of 26-35 years with 6 respondents (16.2%). Most of the respondents
were female, 19 respondents (51.4%) and the least were male, 18 respondents (48.6%). Meanwhile,
based on the level of education, there were 14 respondents (37.8%) most senior high school students,
1 respondent (2.7%) at least elementary school.

Table 2 Frequency Distribution of Satisfaction Levels of Outpatient Nursing Services
at Outpatient Polyclinics at Santa Elisabeth Hospital Medan in 2022.

No. Satisfaction level f %
1 Satisfied 2 5,4
2 Very satisfied 35 94,6

Total 37 100

Based on table 2 distribution of frequency and percentage of satisfaction levels that out of 37
respondents in the outpatient polyclinic, 35 respondents (94.6%) were found in the very satisfied
category while 2 respondents (5.4%) were in the satisfied category.

Table 3 Frequency Distribution of Reliability (reliability) About the Level of Outpatient Nursing
Services at the Outpatient Polyclinic of Santa Elisabeth Hospital Medan in 2022.

No. Realiability (Keandalan) f %
1 dissatisfied 4 10,8
2 satisfied 33 89,2

Total 37 100

Based on table 3 the distribution and percentage of reliability (reliability) that of the 37
respondents in the outpatient polyclinic found that the majority were 33 respondents (89.2%) in the
satisfied category, while the minority were 4 respondents (10.8%) in the dissatisfied category.
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Table 4. Distribution of the Frequency of Assurance (guarantee) Regarding the Level of Outpatient Nursing Services at
the Outpatient Polyclinic of Santa Elisabeth Hospital Medan in 2022.

No. Assurance (Jaminan) f %
Dissatisfied 2 54

2 satisfied 35 94,6
Total 37 100

Based on table 1.4 of the distribution and percentage of assurance (guarantee) that of the 37
respondents in the outpatient polyclinic, it was found that the majority were 35 respondents (94.6%)
in the satisfied category while the minority were 2 respondents (5.4%) in the dissatisfied category.

Table 5 Frequency Distribution of Tangibles (reality) Regarding the Level of Outpatient Nursing
Services at Outpatient Polyclinics at Santa Elisabeth Hospital Medan in 2022.

No. Tangibles (kenyataan) f %
1 Satisfied 37 100
Total 37 100

Based on table 5 the distribution and percentage of tangibles (facts) that out of 37
respondents in the outpatient polyclinic found 37 respondents (100%) in the satisfied category.

Table 6 Distribution of the Frequency of Empathy (empathy) regarding the Level of Outpatient Nursing
Services at the Outpatient Polyclinic of Santa Elisabeth Hospital Medan in 2022.

No. Empathy (empati) f %
1 Dissatisfied 2 5.4
2 Satisfied 35 94,6

Total 37 100

Based on table 1.6 of the distribution and percentage of empathy from 37 respondents in the
outpatient polyclinic, it was found that the majority of 35 respondents (94.6%) were in the satisfied
category while the minority were 2 respondents (5.4%) in the dissatisfied category.

Table 7 Frequency Distribution of Responsiveness (responsibility) Regarding the Satisfaction Level of
Outpatient Nursing Services at the Outpatient Polyclinic of Santa Elisabeth Hospital Medan in 2022.

No. Responsiveness (Tanggung Jawab) F %
1 Dissatisfied 2 5,4
2 Satisfied 35 94,6

Total 37 100

Based on table 1.7 the distribution and percentage of responsiveness (responsibility) of 37
respondents in the outpatient polyclinic found that the majority were 35 respondents (94.6%) in the
satisfied category while the minority were 2 respondents (5.4%) in the dissatisfied category.

The frequency distribution of satisfaction levels conducted at Santa Elisabeth Hospital
Medan from 37 respondents shows the majority of satisfaction levels of nursing services in general as
many as 35 respondents (94.6%) in the very satisfied category and a minority of 2 respondents (5.4%)
with the satisfied category . Researchers assume that nurses are able to handle care problems
appropriately and professionally, nurses arrive in the room on time when patients need them,
patients say that nurses pay attention to perceived complaints, answer questions about treatment
actions given to patients, and nurses are always honest in providing information about the patient's
condition to the family and to the patient. The nurse provides information about the administration
that applies to the patient. Nurses always maintain the cleanliness and tidiness of the room they
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occupy. The nurse maintains the cleanliness and loneliness of the medical devices used. Nurses
always maintain the cleanliness and readiness of the medical devices used, provide information
about administration that applies to patients, and nurses always maintain their tidiness and
appearance. The nurse provides information about the actions to be taken, and if the nurse arrives at
the room the nurse will measure the patient's blood pressure, temperature and weight and the
services provided regardless of rank or social status of the patient, the nurse is willing to provide free
time to re-explain the drugs given by the doctor, and deliver and help patients to the restroom.

The statement above is supported by Detty (2020), stating that in guarantees the nurse pays
attention to the complaints that are felt and the nurse can answer questions about the treatment
measures given to the patient. The nurse provides information about the administration that applies
to the patient, the nurse provides information to the patient about all treatment measures to be
carried out. The nurse provides information about the administration that applies to the patient.
Nurses always maintain the cleanliness and tidiness of the room they will occupy. The nurse
maintains the cleanliness and readiness of the medical devices used. The researcher's assumptions
are supported by Ayuningtiyas (2015), stating that nurses in communicating with patients are
expected to meet the needs of patients in the hospital. The level of patient satisfaction is very
dependent on being able to meet expectations. Communication, namely providing information to
customers in a language they can understand, and always listening to patient suggestions and
complaints.

Reliability frequency distribution conducted at Santa Elisabeth Hospital Medan from 37
respondents in the outpatient polyclinic found that the majority of the reliability were 33
respondents (89.2%) in the satisfied category while the minority were 4 respondents (10.8 %) with
dissatisfied category.

The researcher assumes that the reliability of nurses is able to handle care problems
appropriately and professionally, has the punctuality of nurses arriving in the room when patients
need them. In terms of reliability, there are several points where nurse services are still lacking,
namely in providing information about available facilities, how to use them and the rules that apply,
clearly informing about things that are obeyed or prohibited in treatment. Researchers argue that
when the patient arrives in the room, the nurse immediately approaches the patient and asks the
patient's complaints. The researchers’ assumptions are supported by Lufiantin (2020), in the Teratai
Room at Sunan Kalijaga Demak Hospital, which states that reliability is the ability to provide
promised services promptly, accurately, and satisfactorily. The relationship between reliability and
patient satisfaction is that reliability has a positive and significant effect on patient satisfaction. . The
better the patient's perception of reliability, the higher patient satisfaction. And if the patient's
perception of reliability is low, patient satisfaction will be even lower. According to Detty (2020),
states that there are some things that can indeed be explained by nurses and there are things that are
not allowed where it has to be doctors who directly provide explanations while patients feel that all
health workers who are responsible for them must know and be able to provide all information
related to his treatment.

The frequency distribution of asssurance (guarantee) carried out at Santa Elisabeth Hospital
Medan from 37 respondents found that the majority of asssurance (guarantee) was 35 respondents
(94.6%) in the satisfied category while the minority were 2 respondents (5.4%) in the unsatisfied
category. satisfied. Researchers assume that there is a guarantee that includes knowledge and skills of
nurses, courtesy and friendliness of nurses, the ability of nurses to communicate, trustworthiness
and security guarantees. The patient said that the nurse pays attention to the complaints that are
felt. In guarantees, there are several patients who say they are not satisfied with the care service,
namely when the patient asks about the treatment given to them and the patient is unable to answer
the patient's questions. Researchers argue that if a patient passes from the front of the room and the
nurse smiles at the patient, and the nurse asks how the patient is today. When nurses provide
nursing actions to patients, nurses must be thorough and skilled. Nurses are conscientious and
skilled because of this
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The researchers’ assumptions are supported by Sesrianty (2017), stating that patients feel safe
and comfortable in receiving nursing services and consider nurses to be capable of providing nursing
services. The nurse pays attention to every complaint, can answer every question about the actions
taken, is honest in conveying information about the patient's condition, always greets and smiles and
is thorough and skilled in action. Patients will feel satisfied if the performance of the health services
they receive equals or exceeds their expectations and vice versa, patient dissatisfaction or feelings of
disappointment will arise if the performance of the health services they receive does not match their
expectations. Other research is supported by Susanti (2017), stating that every form of service
requires certainty for the services provided. The form of certainty of a service is largely determined
by guarantees from nurses who provide services, so that people who receive services feel satisfied and
believe that all forms of service affairs carried out will be complete and in accordance with the speed,
accuracy, ease, smoothness and quality of the services provided. The guarantee referred to is that
nurses are able to provide satisfaction in service, that is, each nurse will provide fast, precise, easy,
smooth and quality service, and this becomes a concrete form that satisfies the person receiving the
service.

The frequency distribution of tangibles (reality) conducted at Santa Elisabeth Hospital
Medan from 37 respondents found that tangibles (reality) as many as 37 respondents (100%) were in
the very satisfied category. Researchers assume that nurses maintain the cleanliness and readiness of
medical devices to be used, in the morning nurses always check the tools that will be used that day,
and nurses make sure whether the tools to be used are still sterile. If there is a tool that is not sterile,
the nurse will deliver the tool to the CSSD (central sterilization installation). And nurses always
maintain the cleanliness and tidiness of the room, nurses maintain the tidiness of their
appearance.The researcher's statement is supported by Kurniawan (2017), stating that the more
complete and better the quality of the facilities/tools owned, the patient is more likely to choose
these services compared to health services that have simple facilities/tools. And research supported
by Gultom (2022) states that the availability of sophisticated equipment, a safe atmosphere in the
hospital environment, the appearance of doctors and nurses when meeting patients who are being
treated, the provision of food according to needs, and adequate parking space .

Empathy frequency distribution (empathy) conducted at Santa Elisabeth Hospital Medan
from 37 respondents found that the majority were 35 respondents (94.59%) in the satisfied category
while the minority were 2 respondents (5.41%) in the dissatisfied category. Researchers assume that
nurses provide information to patients about all treatment measures to be carried out, nurses in
providing services to patients are full of friendliness and dexterity in carrying out tasks in diagnosing
diseases, nurses who are always friendly in providing services, and nurses in carrying out their duties
do not discriminate patient's social status. The nurse provides information about the actions to be
taken, and if it arrives in the room the nurse will measure the patient's blood pressure, temperature
and weight and the services provided do not look at the rank or social status of the patient. In
empathy there are some patients who say they are dissatisfied with nursing services, namely nurses
are difficult to find and contact when patients need them, nurses rarely see and check on the
patient's condition.

The researcher's opinion is supported by Gultom (2022), stating that patient perceptions are
assessed based on politeness and friendliness of providing individual services with full attention and
understanding of patient needs as customers and acting in the interests of patients and always
helping patients even when not asked, empathy when caring about complaints patients, concern for
the needs and desires of patients, not selective in providing services to all patients and the sympathy
of doctors and staff towards patients. Whereas Gunawan (2018), states that patients will feel more
valuable if a person can have a closer and positive relationship, patients will feel more confident and
can support morally for their recovery, besides that patients also expect nurses to be able to meet
their needs. According to Chairunnisa (2017) that some officers feel they do not have enough time to
talk with their patients, so patients only ask what is necessary.
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Frequency distribution of data obtained based on the results of research conducted at Santa
Elisabeth Hospital Medan, namely from 37 respondents in the outpatient polyclinic it was found that
the majority were 35 respondents (94.59%) in the satisfied category while the minority were 2
respondents (5.41%) dissatisfied category. Researchers assume that nurses are willing to help get
medicine, and help carry out photo and laboratory services. Nurses are willing to provide free time to
explain again the drugs given by the doctor, and accompany and help patients to the restroom.
However, in responsiveness nursing services there are several points that say patients are not
satisfied, namely nurses are not willing to offer assistance to patients when experiencing difficulties
and nurses are not willing to provide special time to help patients.

The above statement is supported by Uktutias (2018), stating that the willingness and ability
of nurses to help customers and respond to their requests, as well as inform when services are
provided. Hospitals are said to have responsiveness if staff are always available to help patients,
provide clear information to patients, service systems are straightforward and responsive to patient
complaints. The researcher's assumptions are supported by Gunawan (2021), stating that an ability to
help and provide appropriate services to patients, by conveying clear information, does not let
patients wait without a reason that causes negative perceptions of service quality. Whereas Butar-
butar (2016), states that every nurse in providing forms of service, prioritizing aspects of service
greatly influences the behavior of people who receive services, so responsiveness skills are needed
from employees to serve patients according to the level of absorption, meaning which is difficult to
know. , if the quality of nursing services is provided according to patient needs, then the higher the
level of patient satisfaction with the quality of services owned by the hospital and if the quality of
nursing services provided is not in accordance with patient needs, the lower the level of patient
satisfaction with the nursing services received. This requires a wise, detailed, nurturing, directing the
users of nursing services.

4. CONCLUSION

Based on the results of the study with a sample of 37 respondents regarding the Description of
Outpatient Nursing Service Satisfaction Levels in the Outpatient Polyclinic at Elisabeth Hospital
Medan, it can be concluded

The satisfaction level of reliability (reliability) based on the satisfied category was 33
respondents (89.2%) in the outpatient polyclinic. The satisfaction level of assurance (guarantee)
based on the satisfied category was 35 respondents (94.6%) in the outpatient polyclinic. The level of
satisfaction of tangibles (reality) based on the very satisfied category was 37 respondents (100%) in
the outpatient clinic. The level of empathy satisfaction (empathy) based on the very satisfied
category was 35 respondents (94.6%) in the outpatient polyclinic. The level of responsiveness
satisfaction (responsibility) based on the very satisfied category was 35 respondents (94.6%) in the
outpatient clinic. The level of satisfaction of nursing services in general was very satisfied as many as
35 respondents (94.6%) in outpatient poly. For further research, namely examining the factors that
influence outpatient satisfaction in outpatient polyclinics and inpatient rooms
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