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Abstract

Hospitals are as one of the health facilities to provide health services to the public and have a very important
role in accelerating the improvement of the degree of public health. The purpose in this study is to analyze
the Influence of Access Dimensions and waiting times on the satisfaction of inpatients at Level 111 Hospitals
Prof. Dr. J.A. Latumen Ambon. The type of research used is quantitative research with cross sectional study
design. The population in this study was 37,167 patients in the Inpatient installation in January-October 2019.
The data analysis technique used is univariate and bivariate analysis, performed to look for the influence of
each free variable with variables bound by using chi-square test. The results showed No accessibility affects
the satisfaction of patients in Prof. Dr. J.A. Latumen Ambon Hospital. There is an effect of waiting time on
patient satisfaction at Prof. Dr. J.A. Latumen Ambon Level III Hospital. It is very important for Prof. Dr. J.A.
Latumen Ambon Level III Hospital to evaluate and improve the patient’s complaints that trigger patients to

feel dissatisfied with the hospital service.
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Introduction

In Indonesia, the health world is experiencing
very significant development and has a pretty good
prospect. These conditions make the competition more
competitive. Therefore, every company engaged in the
healthcare industry must be able to use various ways to
attract customers through the quality of service!-2.
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The higher the level of public education causes
the public to become more aware of the importance of
quality®. People tend to demand better and faster health
care. This has led to increasingly intense competition
not only between fellow hospitals but also with health
centers and health clinics in cities and in increasingly
numerous areas*. Many healthcare providers are aware
of this, so inevitably they have to realize the satisfaction
of those customers in various strategies in order to be
able to maintain customers>.

The quality of service and customer satisfaction
were chosen as variables in this study because research
on customer satisfaction is very important to research
because customer satisfaction is the most often discussed
issue in all Hospital patients®.Services provided by
medical personnel or doctors are an integral part of the
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health service in the hospital, which has a very strategic
position in an effort to improve the quality of service
and satisfaction of consumers or patients coming to the
hospital, which results in the satisfaction of the patient,
organization or hospital’. Hospital Service Satisfaction
depends heavily on the customer, If the customer no
longer believes in the Hospital because of the poor
results, then the Hospital will lose customer trust due to
the poor response that was formed.

Hospitals are as one of the health facilities to provide
health services to the public and have a very important
role in accelerating the improvement of the degree of
public health® 2. This requires health care providers,
namely hospitals to improve the quality of better
services, not only services that are disease-healing but
also include preventive services. Therefore, hospitals are
required to provide services that are in accordance with
established standards and can reach all walks of life.!3-!°.

The quality of hospital services has two components,
namely the fulfillment of the quality standards that have
been set and the fulfillment of customer satisfaction.
Hospitals should provide services that focus on customer
satisfaction. Improvement in the quality of health care
services can be started by evaluating every element that
plays a role in shaping patient satisfaction. The health
care system can be improved through clinical pathways,
services, including patient perspectives such as how well
health care services they need!”.

Prof.dr. Level III Hospital J.A. Latumen is one
of the Basic Health Governing Bodies of the XVI/
Pattimura military which has the main task of providing
Health services to Indonesian National Army Personnel
and Civil Servants of the Indonesian National Army
and their families in the ranks of Regional Millitary
Command XVI/Pattimura. Prof. dr. J.A. Latumen
Level III Hospital is the highest referral hospital in the
Regional Millitary Command XVI/Pattimura range of
lower-level army Health Units. The number of visits
of Prof. Dr. J.A. Latumen Ambon Level III Hospital
in 2016 was 43,706, in 2017 43,305, in 2018 59,032
and the number of visits in October 2019 was 47,372
visits. from the data, inpatient visits experienced ups and
downs. Patient perception of the quality of service with

the level of patient satisfaction, especially for patients
hospitalized level IIII Prof.Dr. J.A. Latumen Ambon is
very important to improve better service'8

The hospital needs to provide services in accordance
with the patient’s expectations'®-?!,Patient satisfaction
depends on the quality of service with the appropriate
service then the patient’s expectations for the service of
a service can be met or even exceeded its expectations,
thus causing satisfaction in the patient, the patient’s
disappointment will arise if the performance of the
health service obtained is not in accordance with the
expectations'?. In achieving patient satisfaction-oriented
service objectives, it is important to note that it is
important to determine the perception of patient quality,
including facilities, the role of doctors, medical personnel
and nurses 22. The purpose in this study is to analyze the
influence of access and waiting times dimensions on the
satisfaction of inpatients in hospitals level III Prof. Dr.
J.A. Latumen Ambon.

Materials and Method

The type of research used is quantitative research
with cross sectional study design. The population in this
study was 37,167 patients in the Inpatient installation in
January-October 2019. The samples in his study were
calculated using a large sample calculation according
to Lameshow so that a large sample of 100 respondents
was obtained. Technique of taking a sample using
purposive samplin method. Data collection is obtained
through interviews using computerized data processing
questionnaires using the SPSS program. The data
analysis technique used is univariate and bivariate
analysis, performed to look for the influence of each free
variable with variables bound by using chi-square test.

Result

Based on table 1 it is known that the characteristics
of respondents based on the most age are the age group of
45 — 54 years and 55 years and above which is 39 people
(39.0%). The characteristics of respondents based on the
most gender are those with a male gender of 56 people
(56.0%). The characteristics of respondents based on the
most recent education were those with higher education
of 50 people (50.0%)



Table 1: Distribution of Respondents Based on
Characteristics of Inpatient Respondents In Prof.
Dr. J.A. Latumen Ambon Level III Hospital in 2020
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. Amount Percent
Characteristics (n) (%)
a. Age Group (yrs)

15-24 3 3.0
25-34 6 60.0
35-44 13 13.0
45-54 39 39.0
55+ 39 39.0
b. TypexSex
Malex 56 56.0
Women. 44 44.0
c. Education.
SD/equivalent 1 1.0
Junior High School/equivalent 11 11.0
SMA/equivalent 38 38.0
College 50 50.0
Total 100 100.0

Source: Primary Data, 2020

Table 2: Frequency Distribution of Research
Variables Inpatients at the Hospital In Prof. Dr. J.A.
Latumen Ambon Level III Hospital in 2020

Research variable Amount (n) Percent (%)
Access

Affordable 56 56
Unreachable 44 44
Waiting time

Well 84 84

Not good 16 16
Satisfaction

Satisfied 57 57

Not satisfied 43 43

Source: Primary Data, 2020
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Based on Table 2 shows that of the 100 respondents
in Prof. Dr. J.A. Latumen Ambon Hospital, 56
respondents (56.0) with affordable access and as many
as 44 respondents (44.0%) with unreachable access.
Based on the waiting time variable shows that out of
100 respondents in Prof. Dr. J.A. Latumen Ambon
Level III Hospital, 84 respondents (84.0%) provide
a good waiting time assessment and as many as 16
respondents (16.0%) the waiting time assessment is not
good. Based on satisfaction variables showed that out of
100 respondents at Prof. Dr. J.A. Latumen Ambon Level
IIT Hospital, 57 respondents (57.0%) assessment and 43
respondents (43.0%) who give dissatisfied judgment

Table 3 shows that of the 56 respondents with
affordable access, 36 respondents (64.3%) satisfied
and as many as 20 respondents (35.7%) expressed
dissatisfaction. Meanwhile, of the 44 respondents with
unaffordable access, 21 respondents (47.7%) satisfied
and as many as 23 respondents (52.3%) expressed
dissatisfaction. Statistical test results obtained a value
of p = 0.097, since the value p > a = 0.097 > 0.05 then
Ho is accepted, this means that there is no statistically
meaningful influence of accessibility variables on patient
satisfaction in Prof. Dr. J.A. Latumen Ambon Level IIII
Hospital.

Based on waiting time variables shows that of the 84
respondents with a good assessment of waiting time as
many as 56 respondents (64.3%) satisfied and as many
as 30 respondents (35.7%) expressed dissatisfaction.
Meanwhile, of the 16 respondents with poor rating
on waiting times, 3 respondents (18.8%) satisfied
and as many as 13 respondents (81.2%) expressed
dissatisfaction. Statistical test results obtained a value
of p = 0.001, because the value p < a = 0.001 < 0.05
then HO is rejected, this means that there is a statistically
meaningful influence of waiting time variables on patient
satisfaction in Prof. Dr. J.A. Latumen Ambon Level 111
Hospital.
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Table 3: Results of the Chi Square Test for Research Variables on Inpatient Satisfaction at In Prof. Dr. J.A.
Latumen Ambon Level III Hospital in 2020

Patient Satisfaction
Total

Variable Satisfied Not satisfied P

N % n % n %
Access
Affordable 36 64.3 20 35.7 56 100 0.097
Unreachable 21 47.7 23 52.3 44 100
Waiting time
Well 54 64.3 30 35.7 84 100 0.001
Not good 3 18.8 13 81.2 16 100

Source: Primary Data, 2020
Discussion admission to a doctor or nurse. As the theory of waiting

Good access is that health care should be achievable
to the community, not hindered by geographical, social,
economic, organizational and language circumstances.
Geographic access is measured by distance, length of
travel, cost of travel, type of transportation, and other
physical barriers that can deter a person from getting
health care. The access dimension can measure the
quality of service about how patients reach the desired
health service, whether the access is good or not so from
here that will later cause satisfaction in patients?3-4,
The location of the hospital where they are undergoing
treatment is difficult to access because it feels the
distance traveled by far and most respondents already
do not have a private vehicle and the language used by
health workers is not easy to understand. Meanwhile,
respondents who felt good access or service were easily
accessible because their location of residence was close
to the hospital and already owned a private vehicle.

This research is in line with herman et al research
which shows that there is no relationship of quality of
service access (affordability) with patient satisfaction (p
=0.057)?°. Another in line study was conducted balgis et
al where the results of the chi square test analysis obtained
a value of p = 0.525, because the value of p>0.05 means
it can be concluded that there is no relationship between
affordability or access to the quality of service?®.. This
research is not in line with this research in line with
rivai et al research which highlights the Dimensions of
affordability/access to services (p = 0,177)%".

The waiting times in this study include the time
that patients use to get health care from enrollment to

time is the time that patients use to get health care
starting from the place of registration to get doctor’s
care. The results showed that patients were satisfied with
waiting times related to fast file or file preparation skills,
user satisfaction that used SIMRS in managing data
and providing health care, both in terms of efficiency,
effectiveness, satisfaction, but still patients who were
dissatisfied with the discipline of doctors who came in
was not on time.

Satisfaction of users who use SIMRS in managing
data and providing health care, both in terms of
efficiency, effectiveness, satisfaction.

His research is in line with research conducted by
Laeliyahe et al which showed a link between the waiting
times for patients in the outpatients and the satisfaction
of patients in the hospital’s hospital services, with a
score of 0.042%°. his proves that with long waiting
times for outpatient services there will be increasing
dissatisfaction with patients’ dissatisfaction with
outpatient services, and vice versa30-32,

Conclusion

This study concluded that There is no accessibility
effect on patient satisfaction in Prof. Dr. J.A. Latumen
Ambon Hospital. There is an influence of waiting time
on patient satisfaction at Prof. Dr. J.A. Latumen Ambon
Level IIII Hospital. It is very important for Prof. Dr. J.A.
Latumen Ambon Level IIII Hospital to evaluate and
improve the patient’s complaints that trigger patients to
feel dissatisfied with hospital services
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