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ABSTRAK 

Arvia, Riskha. 2015. Hubungan Karakteristik Pasien terhadap 
Kepuasan Pelayanan Kesehatan Gigi dan Mulut di Rumah Sakit Pendidikan 
Universitas Brawijaya Malang. Tugas Akhir, Program Studi Pendidikan Dokter 
Gigi Fakultas Kedokteran Gigi Universitas Brawijaya. Pembimbing: (1) drg. 
Trining Widodorini, M.Kes, (2) drg. Yuliana Ratna Kumala, Sp.KG.   

 
Kepuasan pasien merupakan salah satu indikator untuk mengetahui 

kualitas pelayanan kesehatan. Kepuasan dipengaruhi oleh berbagai aspek, salah 
satunya karakteristik pasien. Karakteristik pasien diamati dari jenis kelamin, usia, 
tingkat pendidikan dan pekerjaan. Penelitian ini bertujuan untuk mengetahui 
hubungan karateristik pasien terhadap tingkat kepuasan pelayanan kesehatan 
gigi dan mulut di Rumah Sakit Pendidikan Universitas Brawijaya Malang. Jenis 
penelitian yang digunakan adalah penelitian survei analitik dengan pendekatan 
cross sectional. Pengambilan sampel menggunakan teknik Purposive Sampling, 
dengan jumlah sampel penelitian 95 responden, sedangkan instrumen penelitian 
menggunakan kuesioner. Kuesioner dibagi secara acak kepada 95 pasien 
dengan kriteria inklusi (pasien baru pelayanan kesehatan gigi dan mulut di 
Rumah Sakit Pendidikan Universitas Brawijaya Malang, pasien telah melakukan 
perawatan gigi dan mulut dan bersedia menandatangani lembar persetujuan 
menjadi responden). Hasil penelitian menunjukkan bahwa karakteristik pasien 
mempengaruhi tingkat kepuasan secara statistik memiliki hubungan yang lemah. 
Namun secara deskriptif, setiap karakteristik pasien memiliki tingkat kepuasan 
yang berbeda-beda. Berdasarkan jenis kelamin, tingkat pendidikan dan 
pekerjaan tidak terdapat hubungan signifikan, sedangkan berdasarkan usia 
terdapat hubungan signifikan dengan nilai p = 0,004. Kesimpulan dari penelitian 
ini adalah terdapat hubungan antara karakteristik pasien terhadap kepuasan 
pelayanan kesehatan gigi dan mulut di Rumah Sakit Pendidikan Universitas 
Brawijaya Malang meskipun secara statistik menunjukkan adanya hubungan 
yang lemah.  

 
Kata kunci: karakteristik pasien, kepuasan pasien, pelayanan kesehatan gigi dan 
mulut di Rumah Sakit Pendidikan Universitas Brawijaya Malang 
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ABSTRACT 

Arvia, Riskha. 2015. Correlation of Patient Characteristics and 
Satisfaction Level of Dental and Oral Health Services at the Education 
Hospital of Brawijaya University. Final Assignment, Dentistry Program, Faculty 
of Dentistry, Brawijaya University. Supervisors: (1) drg. Trining Widodorini, 
M.Kes, (2) drg. Yuliana Ratna Kumala, Sp.KG.   

 
Patient satisfaction is one of the indicators which used to assess the 

quality of health services. Satisfaction is influenced by many aspects, which is 
characteristics of the patient. Patient characteristics were observed by gender, 
age, education level and occupation. This study aims to determine the  
correlation of patient characteristics and patient satisfaction characteristics of 
dental and oral health services at the Education Hospital of Brawijaya University. 
The type of research is analytic survey with cross sectional approach. Sampling 
using Purposive Sampling, the number of sample was 95 respondents, while 
research instruments using questionnaires. Questionnaires were randomized to 
the 95 patients with the following inclusive criteria (new patient care dental health 
in Education Hospital of Brawijaya University, patients who had dental care and 
oral in Education Hospital of Brawijaya University, willing to sign an informed 
consent for being respondents). The results showed that the characteristics of the 
patient affect the level of satisfaction was statistically have a weak relationship. 
However descriptively, every patient characteristic has a various level of 
satisfaction. From gender, education level and occupation show that there is no 
significant relationship, whereas from age there is a significant relationship with 
p-value = 0,004. The conclusion from this research is there is correlation between 
patient characteristics and the level of satisfaction with oral health services at the 
Education Hospital of Brawijaya University although statistically show a weak 
relationship. 

 
Keywords: patient characteristics, patient satisfaction, dental and oral health 
services at the Education Hospital of Brawijaya University 
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