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Abstract 

 

Patient satisfaction is a crucial indicator of hospital service quality amidst increasing public demand for better 

healthcare. This study aims to analyze the relationship between service quality, facilities, and effective 

communication on outpatient satisfaction in the pediatric and obstetrics clinics of Carolus Hospital Serpong in 2025. 

Using an analytical quantitative cross-sectional design with purposive sampling of 100 respondents, data were 

collected through a valid (r>0.361) and reliable (α=0.978) SERVQUAL questionnaire, analyzed with Chi-Square 

and SPSS. The results showed that 80% of respondents were satisfied, with good service quality (61%), facilities 

(65%), and effective communication (75%). There was a significant relationship between service quality (p=0.016; 

OR=3.857), facilities (p=0.04; OR=6.896), and effective communication (p=0.009; OR=4.33) on patient 

satisfaction, with facilities having the strongest influence. It was concluded that the three variables were significantly 

related to patient satisfaction, and it was recommended that parking facilities and nurse communication training be 

improved. 
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INTRODUCTION 

 

Efforts to improve the quality of public health more quickly are a very important part of the 

strategic tasks of hospitals. By referring to the professional and medical code of ethics, hospitals are 

able to provide good services in accordance with Efforts to improve the quality of public health more 

quickly are a very important part of the strategic tasks of hospitals. By referring to the professional 

and medical code of ethics, hospitals are able to provide good services in accordance with the needs 

and expectations of patients, which is a requirement of the new paradigm in health services. As the 

standard of living of the community increases, demands for quality services for patients are increasing, 

so that hospitals as health service providers are required to provide better services responsibly in 

accordance with the Law of the Republic of Indonesia Number 36 of 2009 Chapter 4 Article 54. 

[Kholifah et al., 2023] 

Patient satisfaction is a measure of how satisfied patients are after receiving treatment from a 

health center, and the level of patient satisfaction is one of the important indicators for assessing the 

quality of health services. Quality assurance and accreditation systems in hospitals must measure 

patient satisfaction regularly, where patient assessments are an important tool in identifying problems 

in health services that need to be addressed to improve patient satisfaction. [Portal Satu Data, 2025] 

Satisfaction is a person's feeling that can be happy or disappointed, depending on how the actual results 

of the product compare to the expected results, and this concept is very suitable for use in public 

services where everyone who uses services has certain expectations about the experience they feel. 

[Kholifah et al., 2023] 

Data from the World Health Organization (WHO) in 2021 shows the level of patient satisfaction 

in hospitals in various countries, with more than 6 million records of patients receiving healthcare in 

25 different countries. The highest patient satisfaction rate is in Sweden with a satisfaction index 

reaching 92.37%, followed by Finland (91.92%), Norway (90.75%), the United States (89.33%), and 

Denmark (89.29%), while the countries with the lowest patient satisfaction rates are Kenya (40.4%) 

and India (34.4%). [Azizah, 2024] In Indonesia, patient satisfaction with healthcare services is one of 

the challenges faced by healthcare institutions, where the results of a survey in 27 hospitals showed 
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that the quality of healthcare services, especially in the nursing field, still does not meet patient 

expectations, with the satisfaction rate in the Central Maluku region only around 42.8% and in West 

Sumatra reaching 44.4%. [Ridho & Sunarto, 2025] 

Although statistical data from various government agencies and health facilities in Indonesia 

show that the level of patient satisfaction is generally quite good based on the measurement of the 

Community Satisfaction Index (CSI) and internal hospital surveys, most patients reported "good" to 

"very good" experiences, but there are still several areas that need continuous improvement. [Rahman 

et al., 2023] The quality of health services is the level of perfection of health services that aims to 

provide satisfaction to each patient with the average level of satisfaction of the community, and its 

implementation is in accordance with established professional standards and ethics, where good 

service quality is closely related to the healing of the disease, the disappearance of pain, speed of 

service, friendly attitude, cleanliness of the place, and service costs that are not too expensive. [Nasus, 

2020] Hospitals are one of the business sectors engaged in providing health services, with the number 

of hospitals in Indonesia reaching 2,773 units by 2022, and the rapid growth of the hospital industry 

has made competition between hospitals increasingly fierce, so that hospitals are obliged to improve 

the quality of service so that patient satisfaction can be achieved. [Mishbahuddin, 2020] 

This study aims to determine the relationship between service quality, facilities, and effective 

communication in obgyn and pediatric polyclinics on patient satisfaction at Carolus Hospital 

Summarecon Serpong in 2025, with the specific objective of covering a description of these variables 

and their respective relationships to patient satisfaction in outpatient polyclinics. [Ayuniytyas, 2024] 

The urgency of the study is based on the results of initial observations and preliminary interviews in 

September 2025 with 15 outpatients in the pediatric and obstetric polyclinics of St. Carolus Hospital. 

Carolus Serpong, which showed that most were satisfied with the friendliness of the medical staff 

(46.6% very satisfied, 53.4% satisfied), but variations in punctuality (40% less satisfied), availability 

of parking and waiting room facilities (53.3% less satisfied), and clarity of information (13.4% less 

satisfied), so it is hoped that the results of the study can increase patient satisfaction and not impact 

the value of outpatient visits. [Pambudi, 2021] The novelty of the study lies in the specific focus on 

the obgyn and pediatric polyclinics at Carolus Serpong Hospital with a correlation analysis of service 

quality, facilities, and effective communication, which complements previous studies with a 

quantitative approach in 2025 in the context of a private type C hospital in Tangerang. [Jayanti et al., 

2024] 

 

RESEARCH METHODS 

 

Types and Methods of Research 

This study uses a cross-sectional design with a quantitative analytical approach to determine 

the relationship between service quality, facilities, and effective communication on outpatient 

satisfaction at the pediatric and obstetrics polyclinic of Carolus Hospital Serpong. [Sugiyono, 2021] 

The cross-sectional design allows observation of variables at the same time without the influence of 

external factors that last longer, so it is suitable for describing the characteristics of patient satisfaction 

phenomena descriptively and analyzing their relationships simultaneously. [Setyawan, 2021] This 

approach is analytical because it not only describes the phenomenon but also tests the hypothesis of 

the relationship between variables using the Chi-Square statistical method, in accordance with the 

principles of quantitative research based on numerical data. [Sudaryono, 2021] 

Data Analysis Instruments and Techniques 

The research instrument is a closed questionnaire that has been validated to measure service 

quality variables (based on SERVQUAL: tangible no. 1-2, reliability no. 1-4, responsiveness no. 1-3, 

assurance no. 1-3, empathy no. 1-2), facilities (8 statement items), effective communication (respect 

no. 1-3, empathy no. 1-2, audible no. 1-2, clarity no. 1-2, humble no. 1-3), and patient satisfaction 

(complete SERVQUAL), with a Likert scale of 1-5 (Very Dissatisfied to Very Satisfied) and 
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categories of >76% satisfied and <76% dissatisfied. [Sugiyono, 2020] Validity was tested with 

Pearson correlation and reliability with Cronbach's Alpha (>0.7), while univariate analysis used 

frequency, percentage, and average, and bivariate with Chi-Square to test the relationship between 

variables. [Emzir, 2019/2021 ed.] Data processing was carried out using SPSS through the stages of 

editing, coding, entry, cleaning, validity-reliability testing, and analysis, ensuring the data is accurate 

and representative. [Creswell & Creswell, 2021] 

Population and Sample 

The study population was outpatients at the pediatric and obstetrics polyclinic of Carolus 

Serpong Hospital who had the potential to experience patient satisfaction complaints, as a 

generalization area with certain characteristics to draw conclusions. [Sugiyono, 2020] The sample was 

selected by purposive sampling based on inclusion criteria: general/insurance outpatient 

pediatric/obstetrics polyclinic patients, patient's family if the patient has impaired organs, and 

conscious patients who are able to communicate well; and exclusion: patients with mental disorders, 

unwilling, or critical, to ensure relevance to the purpose of analyzing the influence of service quality, 

facilities, and communication on satisfaction. [Anggriani, 2022] 

Research Procedures 

The research was conducted at Carolus Serpong Hospital, Jl. Gading Golf Boulevard Kav 08, 

Gading Serpong, Tangerang Regency, Banten, during September-October 2025, including 

preparation, data collection, analysis, and reporting. [Sudaryono, 2021] The data collection procedure 

used a paper-based questionnaire distributed directly to selected respondents via purposive sampling, 

taking into account inclusion-exclusion criteria to maximize the response rate and respondent comfort. 

[Emzir, 2019/2021 ed.] The overall stages include a literature review, primary data collection, 

statistical processing and analysis, as well as interpretation and conclusions, with ethical testing and 

informed consent to maintain the integrity of the process. [Creswell & Creswell, 2021] 

 

RESULTS AND DISCUSSION 

 

Validity and Reliability Test 

1. Questionnaire Validity Test 

The results of the questionnaire validity test showed that all 49 statement items on the 

independent variables (service quality, service facilities, effective communication) and the dependent 

variable (patient satisfaction) had a calculated r value > r table (0.361) at a significance level of 5% 

with N = 30 trial respondents. Testing using Pearson Correlation through SPSS met the validity criteria 

because all significance values <0.05, so the instrument was declared valid and ready to be used for 

the main data collection of the study. [Sahir, 2022][Andriani, 2023] 

2. Reliability Test 

The results of the questionnaire reliability test using Cronbach's Alpha through SPSS showed a 

coefficient of 0.978 for all variables (service quality X1, facilities X2, effective communication X3, 

and patient satisfaction Y), which far exceeds the threshold of 0.6. This value indicates that the 

consistency of respondents' answers is very high and the instrument is reliable for repeated 

measurements at different times. [Sahir, 2022][Paramita et al., 2021] 
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Univariate Analysis 

1. Respondent Characteristics 

Table 1. Frequency Distribution of Respondent Characteristics in the Outpatient Clinic of 

Carolus Hospital, Serpong in 2025 

Variables Frequency Percentage (%) 

Respondent Age 

24-30 Years 

31-37 Years 

38-44 Years 

45-51 Years 

 

47 

33 

14 

6 

 

47.0% 

33.0% 

14.0% 

6.00% 

Gender 

Man 

Woman 

 

30 

70 

 

30.0% 

70.0% 

Last education 

JUNIOR HIGH 

SCHOOL 

SENIOR HIGH 

SCHOOL 

DIII 

S1 

 

4 

40 

10 

46 

 

4.00% 

40.0% 

10.0% 

46.0% 

Type of work 

PNLS 

Private employees 

Self-employed 

Iblu Tan Houselgga 

Otherlnlyes 

 

8 

34 

7 

23 

28 

 

8.00% 

34.0% 

7.00% 

23.0% 

28.0% 

 

The results of univariate analysis on 100 respondents at the Outpatient Clinic of Carolus 

Hospital Serpong in 2025 showed that the characteristics of respondents were dominated by the 

productive age group 24-30 years (47.0%), female gender (70.0%), higher education of bachelor's 

degree (46.0%) and high school (40.0%), and private sector employment (34.0%). This distribution 

reflects the profile of outpatients who are mostly young, educated women and work in the private 

sector, with the lowest frequency in other ages, men, junior high school education (4.0%), and self-

employed (7.0%). These demographic characteristics are relevant to analyzing patient satisfaction 

factors towards the quality of services, facilities, and effective communication at the hospital. 

2. Overview of Service Quality at the Outpatient Clinic of Carolus Hospital, Serpong 

Table 2. Overview of Service Quality in the Hospital Outpatient Clinic 

Carolus Serpong 2025 

Variables Frequency Percentage (%) 

Quality of Service 

Not good 

Good 

 

39 

61 

 

39.0% 

61.0% 

Total 100 100% 

Based on the results of the image analysislfrequencyQuality of service at the Outpatient Clinic of 

Carolus Hospital Serpong in 2025lg is shown in the table above, some of Most respondents felt good 

(61.0%) about the quality of service they received at the Carolus Serpong Hospital Outpatient Clinic 

compared to the percentage of patients wholg felt less than satisfactory regarding the quality of service 

(39.0%). 
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3. Overview of Service Facilities at the Outpatient Clinic of Carolus Hospital, Serpong 

Overview of service facility frequency at the Outpatient Clinic of Carolus Hospital Serpong in 

2025, which was felt by respondents, was then categorized as good andlless good can be seen in the 

following frequency distribution table. 

Table 3. Overview of Service Facilities in the Outpatient Clinic of the Hospital 

Carolus Serpong 2025 

Variables Frequency Percentage (%) 

Service Facilities 

Not good 

Good 

 

35 

65 

 

35.0% 

65.8% 

Total 100 100% 

BLbased on the results of the frequency image analysisRegarding the service facilities at the 

Carolus Serpong Hospital Outpatient Clinic in 2025, as shown in the table above, most respondents 

felt good (65.0%) about the service facilities. what they get at the Outpatient Clinic Carolus Serpong 

Hospital compared to the percentage of patients who felt that the service facilities were not good 

(35.0%). 

4. An Overview of Effective Communication in the Outpatient Clinic of Carolus Hospital, 

Serpong 

The description of the frequency of effective communication in the Outpatient Clinic of 

Carolus Hospital Serpong in 2025 based on the dimensions of respect, empathy, audible, clarity, and 

humble which are then categorized into good and less good can be seen in the following frequency 

distribution table. 

Table 4. Overview of Effective Communication in the Outpatient Clinic of Carolus Serpong 

Hospital in 2025 

Variables Frequency Percentage (%) 

Effective 

Communication 

Not good 

Good 

 

25 

75 

 

25.0% 

75.0% 

Total 100 100% 

Based on the results of the analysis of the frequency of effective communication in the 

Outpatient Clinic of Carolus Hospital Serpong in 2025 as shown in the table above, the percentage of 

patients who felt good (75.0%) about the effective communication provided by nurses was greater 

than the percentage of patients who felt bad (25.0%) about the communication they received from 

nurses. 

5. Patient Satisfaction Overview at the Outpatient Clinic of Carolus Hospital, Serpong 

The description of the frequency of patient satisfaction at the Outpatient Clinic of Carolus 

Hospital Serpong in 2025 based on the dimensions of reliability, responsiveness, empathy, assurance 

and tangibles, then categorized into satisfied and dissatisfied can be seen in the following frequency 

distribution table. 

Table 5. Overview of Patient Satisfaction at the Outpatient Clinic of Carolus Serpong Hospital 

in 2025 

Variables Frequency Percentage (%) 

Patient Satisfaction 

Less satisfied 

Satisfied 

 

20 

80 

 

20.0% 

80.0% 

Total 100 100% 

Based on the analysis of the frequency of service facilities at the Carolus Hospital Outpatient 

Clinic in Serpong in 2025, as shown in the table above, it can be concluded that almost all patients 

were satisfied (80.0%) with the services they received. Although the percentage of patients who felt 
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dissatisfied (20.0%) with the services provided by nurses was relatively small, it is hoped that the 

hospital will continue to improve its services to achieve maximum patient satisfaction. 

Bivariate Analysis 

1. The Relationship between Service Quality and Patient Satisfaction in the Outpatient Clinic 

of Carolus Hospital, Serpong 

Table 6. Relationship between Service Quality and Patient Satisfaction at the Outpatient Clinic 

of Carolus Hospital, Serpong in 2025 

Quality of Service 

Patient Satisfaction 

Amount (F) P value OR Less satisfied Satisfied 

n % n % 

Not good 13 33.3 26 66.7 39 

0.016 
3,857 

(1,376-10,816) 
Good 7 11.5 54 88.5 61 

Total 20 20.0 80 80.0 100 

Based on the table above, the results of the study show that there is a statistically significant 

relationship between service quality and patient satisfaction with a p value of 0.016 and an OR value 

of 3.857 at the Outpatient Clinic of Carolus Hospital Serpong in 2025. This means that patients who 

are satisfied with the quality of service provided have a 3.8 times higher chance of feeling satisfied 

overall. 

2. The Relationship between Service Facilities and Patient Satisfaction in the Outpatient Clinic 

of Carolus Hospital, Serpong 

Table 7. Relationship between Service Facilities and Patient Satisfaction at the Outpatient 

Clinic of Carolus Hospital, Serpong in 2025 

Service 

Facilities 

Patient Satisfaction 
Amount 

(F) 

P 

value 
OR Less satisfied Satisfied 

n % n % 

Not good 13 37.1 22 62.9 35 

0.04 

6,896 

(1,728-

13,876) 
Good 7 10.8 58 89.2 65 

Total 20 20.0 80 80.0 100 

The analysis table above shows that there is a statistically significant relationship between 

service facilities and patient satisfaction with a p value of 0.04 and an OR value of 6.896 at the 

Outpatient Clinic of Carolus Hospital Serpong in 2025. This means that patients who are satisfied with 

the service facilities they receive have a 6.9 times higher chance of feeling satisfied overall. 

3. The Relationship Between Effective Communication and Patient Satisfaction in the 

Outpatient Clinic of Carolus Hospital, Serpong 

Table 8. Relationship between Effective Communication and Patient Satisfaction in the 

Outpatient Clinic of Carolus Hospital, Serpong in 2025 

Effective 

Communication 

Patient Satisfaction 

Amount 

(F) 

P 

value 
OR 

Less 

satisfied 

Satisfied 

n % n % 

Not good 10 40.0 15 60.0 25 

0.009 

4.33 

(1.53-

12.271) 

Good 10 13.3 65 86.7 75 

Total 20 20.0 80 80.0 100 

Based on the analysis table above, the results of the study show that there is a statistically 

significant relationship between effective communication and patient satisfaction with a p value of 

0.009 and an OR value of 4.33 in the Outpatient Clinic of Carolus Hospital Serpong in 2025. This 

means that patients who are satisfied with the effective communication they have experienced have a 

4.3 times higher chance of feeling satisfied overall. 
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Discussion 

Overview of Service Quality, Facilities, Effective Communication andPatient Satisfaction 

A hospital is a medical facility that lg memblErikalmaintenancelmedical menlall over to peoplelg-

oranlg, such as outpatient care l, care inlap, andlemergency care(Ministry oflterianlHealthlRepublic of 

Indonesia, 2018). SatisfactionlpatientlislproblemlYanlg ablstream andlresultslYes, Sanlgat blvariations 

becausela satisfactionlpatientlbased onlin the perception of masin lg-masinlg inldividu. 

Penlshavinglsatisfactionlpatientlblergunla unlfor menlgethui what is the quality of the service lanlYanlg 

diblErikalit's in accordance with lbrolhopelpatientl, while also menlshave tinllevel of satisfactionlcan 

menlinlincreaselservice qualitylanlhealthl (Idris & Gayatri, 2021). 

GamblAranlfrequencylthe quality of the service lanlat the Outpatient CliniclCarolus Serpon 

HospitallGBlbased onldimensionslKeanlroadl(reliablelability), powerlgap (response)lsixless), empathy, 

guaranteelanl(assurancelce) Andlblphysical evidence (tan lgibllessons) Thenlcategorizedlmenlso blgood 

andlsizelGBlaik. The resultslanalysis menlunlshowlblohseblpartlbllarge responseldenlalready feel blgood 

(61.0%) on service qualitylanlYanlg they getlat the Outpatient Clinic lCarolus Serpon Hospital lg 

diblanldinlgkanldenlbrolpercentlpatient baglYanlg feellsizelGBlgood on service qualitylanl(39.0%). 

Abilitylservice qualitylanlYanlg deliveredlislinldemonstrated abilitylmanlmanagement lhospital in 

menlginlformlAndlmenlcommunitylconnectldenlbrolblwaiterlanlYanlg diblErikal. On the other 

handlcommitmentlhospital in memblErikalspeedlAndlsticky rice lperceptionlabove inlformation 

andlcomplaint lYanlg is feltlpatientlmenlso the thing isltinlGBlfor hospitals in buildinglanlgunlpositive 

perception oflenlpatient account l. This thingli tenltunelyes memblErikalconeltribelpositive impact on 

developmentlanlbrolimage of the hospital lso muchlih blgood in the eyes of society(AL Rajabl, 2023). 

GamblAranlfrequencylthe service facility lanlat the Outpatient CliniclCarolus Serpon Hospital lg 

yearsl2025 menlunlshowlblthat seblpartlbllarge response ldenlalready feel blgood (65.0%) towards service 

facilitieslanlYanlg they getlat the Outpatient Clinic lCarolus Serpon Hospital lg 

diblanldinlgkanldenlbrolpercentlpatient baglYanlg feellsizelGBlgood service facilitieslanl(35.0%). Men's 

theorylyeahlutanlblthat the facility isleverything unlfor menlwitch doctorlg kenlYemenlanlconelSumenlYanlg 

providedlor preparedlby penlsell services/inlboothlsi namely blsimilar equipmentlphysique(Mujiarti et al., 

2024). PatientlYanlg satisfied withlmenlggunlwilllbacklAli the waiterlanlhealthlblif they write lmake 

wholelwhere are you now? la patientlYanlg satisfied withlmenlorange elephant lanother glunlfor 

menlggunlwilllservice facilitieslanlhealthlYanlg same. 

GamblAranlfrequencylthe communityleffective application in Outpatient Clinic lCarolus Serpon 

Hospitallg yearsl2025 blbased onldimensionslrespect, empathy, audib lle, 

clarityAndlhumbllemenlunlshowlblthat leblih from setenlmanlyes patientlYanlg feellblgood (75.0%) towards 

communleffective cation that lg diblErikalby nurse diblanldinlgkanldenlbrolpercentlpatient baglYanlg 

feellsizelGBlgood (25.0%). BLbased onlfrom anlquestionnaire analysislEr Yanlg is donelpenlelite, 

patientlgenerallyes feel sanlvery satisfied when the nurse ldenlgarkanldenlbrolpay attention to 

wordslpatientl, even thoughlWhat ilg deliveredlthat bljust as usual andlin blcommunitylication, horse 

nurselg menlggunlwilllterms or words that lg saltylg to the opponent lblicaranlyes.RusnlOto et al. 

(2019)menlstatelblanlyak factor penlyeahlabldissatisfactionlpatientlin the hospital, one of themlyes is a 

communal factorlinformation from doctors and lnurse. Tinllevel of satisfaction lpatientlsanlgat 

terganltunelg on blreligionla factorlut above can winluhi hopel. Seblagain withlafter all the communal 

factorslverb ificationlal andlnlonlverblall nurses in communlapab icationlwhen it is carried outlwilllnot in 

accordance withlbrolspirit in the community lthe said ification lut maka yanlg is producedlis the 

responseldissatisfactionlfrom the patient l. 

GamblAranlfrequencylthe service facility lanlat the Outpatient CliniclCarolus Serpon Hospital lg 

yearsl2025 obtainedlblthat almost all of them lyes patientlalready feltlsatisfied (80.0%) with the 

servicelanlYanlg they getl. Althoughlpercentlpatient's tationlYanlg feellsizelg satisfied (20.0%) with the 

servicelanlYanlg diblErikalby nurses is relatively small, it is expected lthe hospital continues 

tolinlincreaselservicelanlnlyes for menlgetltinllevel of satisfactionlpatientlmaximally. 
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Satisfactionlpatientlsebllike a mirrorlanlservice qualitylanlhealthl. Satisfactionlpatientlis tinllevel of 

feelinglpatientlYanlg is producedlfrom kinlservice worklanlhealthlYanlg they received after 

readinglanldinlgkanlnlyes, sirlbrolWhat ilg they expectl. Patientlcenlrunlg menlinlleave itlhospitals 

andlcomplaint lto the other partylGBlit's their fault if they are not satisfied with lbrolservicelanlYanlg they 

accept. If the patient lnot satisfied withlbrolservicelanlYanlg they receive, patientslcenlrunlg does not 

menlgunlJunelat the hospitallout again. One way tolfor menlmeasure the quality of service lanlthe hospital 

is denlbrolmenlshavelhow satisfied are patientsldenlbrolservicelanlYanlg they accept(Paranltri et al., 2023) 

The Relationship between Service Quality and Patient Satisfaction in the Outpatient Clinic of 

Carolus Hospital, Serpong 

BLbased onlresults anlanalysis yanlg is donelby penlelite denlbrolmenlggunlwilllChi-square 

statistical test lunlshowlblthat there is a hub lunlbrolYanlGBlmeaningla statistically an lservice quality 

standardslanltowards satisfactionlpatientldenlbrolp value 0.016 andlnlOR value sebl3,857 in Outpatient 

CliniclCarolus Serpon Hospital lg yearsl2025. This matterliblmeaning blthat patient lYanlg satisfied with 

the quality of service lanlYanlg diblErikalhave a chance lg 3.8 times moreloh tinlggi unlto feel satisfied 

overalll. 

Penlelitelsimilar to that lg menlggunlwillldimensionslSi Yanlg same done lbyAl Rajabl(2023)blthat 

there is a hublunlbrolYanlGBlmeaningla anlservice quality standardslanltowards satisfaction lpatientl. BLfor 

patientsl, the quality of the quality lGBlaik is associated ldenlbrolhealthluhanlfrom penlsick, penlghilanlg 

pain, speedlwaiterlanl, friendlinessl, Andlwaiter pricelanlYanlg renlbye. Seblbacklyes if penlsurelyes no 

semluh, anltrianlYanlg panlJanuarylg, tenlmedical aga lyes, professionallal but not friendly then the 

patientlwilllfeel the quality of servicelanlnlyes bluruk. By Karenla that, quality of servicelanlmedical 

blrelatednessldenlbrolsatisfactionlpatientl (Destya et al., 2023). 

Quality of service lanlhospital is tinllevel of integrity lwaiterlanlUN Hospitallto winluhi 

keblwholelwaiterlanlhealthlsocietylagai conlSumenldenlbrolmenlggunlwilllsourceler power ratiolal, efficientl, 

Andleffective, as well aslbrolthe way that lg safelAndlsatisfyinglaccording tolbrollaw andlprincelethics. 

Penlinlranklservice qualitylanlmenlso priority manlmanagementlhospital. Patient lAndlfamilylyes it willlfeel 

satisfied withlbrolservicelanlYanlGBlokay, YanlGBlmeans they canlggunlwilllbacklAli 

Layanlanlhealthlhospital. Every hospital basicallylyes diranlcanlg unlto winluhi 

keblwholelAndlsatisfactionlpatientl (Kariema et al., 2020). 

BLbased onlresults anlanalysis, penlelite blassumption blthat if the quality of service lanlhealthlthe 

morelblokay, then satisfaction lpatientltowards the servant lanlspreadlut will alsolthe morelmenlinlgkat. 

Seblbacklyes, more and more lblservant's uruklanlYanlg diblErikal, the more lnot satisfied renlalready a 

patientlregarding the quality of service lanlspreadlut. Karenla in patient perception l, waiterlanlmedical 

yanlGBlquality is realized in b lErblvarious aspects such as security lroadl, politenesslanl, Andlfamilylhow 

tolwaiterlanl, penlinlranklpenlgoblatanl, welfarel, KenlYemenlanland familylgsunlbrolwaiterlanl. 

The Relationship between Facilities and Patient Satisfaction in the Outpatient Clinic of Carolus 

Hospital, Serpong 

BLbased onlresults anlanalysis blvariable yanlg is donelby penlelite denlbrolmenlggunlwilllChi-

square statistical test lunlshowlblthat there is a hublunlbrolYanlGBlmeaningla statistically an lservice facility 

taralanltowards satisfaction lpatientldenlbrolp value 0.04 andlnlOR value sebl6,896 in Outpatient 

CliniclCarolus Serpon Hospital lg yearsl2025. This matterliblmeaning blthat patient lYanlg satisfied with 

the service facilitieslanlYanlg they getlhave a chancelg 6.9 times more loh tinlggi unlto feel satisfied 

overalll. 

Penlelitelsimilarly donelbyMualifah et al. (2024)menlgeneslai hublunlbrolden facilitieslbroltinllevel 

of satisfactionlwaiterlanlnursingl. The results ofldata analysis men lggunlwilllchi square test obtained nlp-

value = 0.000 (< α 0.05). BLbased onlresults anlthe analysislut, Mualifah menlstatelblthat there is a 

hublunlbrolden facilitieslbroltinllevel of satisfactionlwaiterlanlnursinglin the roomlg nursing inlap RSUD Dr. 

A. Dadi Tjokrodipo BLanlfrom Lampunglg, denlbrolnlOR value = 14.231lg artinlyes 

responseldenlmenlstatelfacilities are not available lokay willl16 times blrisk of having tinllevel of 

satisfactionldenlbroldissatisfied category. 
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Kelenltimelfacilities are leverything that lg makes it easier for patientslin obtaining services that lg 

diblErikalby hospital blsuch as parking spaces, roomslg tunlggu, andlroomlg nursing inlap. Apablila 

hospital menlprovidelthe facilities that lg adequate blagain konlSumenlnlyes then konlSumenlfeel satisfied 

andlnlYemenldenlbrolservices that lg diblErikalthen the thing islbut willlcan paylGaruhi Minlat the patient lin 

doinglpemblElianl, meaninglyes, one of the factors that lg mempenlaffect satisfactionlpatientlis a facility 

thatlg diblErikalby Sehin Hospitallthere are no facilitieslg diblErikalmake things easierlSumenlin the 

process of buildinglElianlservices, apablif the patient lfeel nlYemenlAndleasy menlgetlservices that lg 

diblErikalby the hospital then the patient lwilllfeel satisfied(Mualifah et al., 2024). 

Satisfactionlinli was createdlby the things that lg can be recognizedlDalikanlby the 

waiterlanlhealthl(eg.lyes, servicelanl, atmospherela, penlataanlblAranlg yanlGBlgood, price). BLpartlfrom 

tanltanlbrolin memblanlgunlsatisfactionlslowlgganlYanlg need to be diin lgat is 

satisfactionlYanlGBlembodied quality andlsanlgat blErbleda anlTara Orangelg yanlg one denlbrolpeoplelg 

yanlanother gl. Satisfactionlslowlgganldiblanlgunlabout feelingsl, emotions, blau, warnla, roomlg, sound, 

conlno manlage, blranldinlg, andltime. Place also matters lso the pen factorlenlthat loyalty is 

slowlgganlKarenla place can be more loh that's easy man lJanuaryldon't slow downlgganlin 

menldistributionldisturbance lblAranlg keblwholelthey, because la distributionlage 

islactivitylmarketinglYanlGBltrying to slow downlcar andlmake it easier to write ldeliverylblAranlg 

andlservices from manufacturerslto konlSumenl, the productlg is offeredlunlto be able to 

maintainlrightlblevenlmenlinlincreaselslow loyaltylgganl (Julianti, Rindu, Hafizurrachman, June 2022) 

Tinllevel of satisfaction lpatientlislthat thinglg subleffective, can blerublAh Seirinlg time, difficult 

unlto be measured, andldipenlaffected by blanlyak factor. Dissatisfaction lpatientlmenlunlshowlblthat 

patientlhave a complaint ltenltanlg hospital or personlg-oranlg yanlGBlworking in sanla, such as doctors, 

nurses, pharmacists, lab staff loratory, andlotherlnlYes. Besideslthat, complaintlcan be linkedldenlbrolcare 

systemlhealthloveralll, including the problem that lGBlrelatednessldenlbrolpenloutputl, facilities, 

inlinfrastructure, admin system ladministration, andlunlanother daylnlyes. 

The Relationship between Effective Communication and Patient Satisfaction at Carolus 

Serpong Hospital 

Quality of service lanlblfocused on the efforts of the winner luhanlkeblwholelAndlkeinlginlanland 

accuracylpenldeliverylnlyes unlfor menlgimblanlwith hopelslowlgganl. One of the factors that lg 

mempenlaffect satisfaction lDianaltaranlyes is communlication, blthat increasinglylblaik komunleffective 

cation thatlg diblErikalfrom the other party lhealth aga lthen it willlthe morelsatisfied with the 

servicelanlYanlg diblErikal. The morelblaik komunleffective cation that lg diblErikalby tenlhealth aga lthen 

the moreltinlggi tinllevel of satisfaction lYanlg accepted(Puspita & Erawanl, 2023). 

Anlanalysis blvariable yanlg has been done lby penlelite denlbrolmenlggunlwilllChi-square 

statistical test lunlshowlblthat there is a hub lunlbrolYanlGBlmeaningla statistically anltara komunleffective 

effect on satisfactionlpatientldenlbrolp value 0.009 andlnlOR value sebl4.33 in Outpatient CliniclCarolus 

Serpon Hospitallg yearsl2025. This matterliblmeaning blthat patientlYanlg satisfied with the 

communityleffective cation that lg they have feltlhave a chance lg 4.3 times moreloh tinlggi unlto feel 

satisfied overall l. The results that lg similar also tuned lshowlby penlelitel Puspita & Erawanl(2023)Yanlg 

menlstatelblthat there is a hub lunlbrolcommunityleffective ten ification lhealth agaldenlbroltinllevel of 

satisfactionlpatientlat the Cilamaya Community Health Center lbroltinlcoefficient level lstrong denlbrolnlr 

value = 0.652. 

Penlelite blassumption blthat claritylinlYan formationlg is obtainedlpatientldenlbrolpen 

methodldeliverylYanlGBlgood by nurses islone of themlpen dictatorltinlg unlto paylaffect 

satisfactionlpatientl. InlYan formationlg is right andlnot blErblelite islkeblwholelpenltinlg when the 

patientlmenlgetlwaiterlanl. How to writeldeliverylYanlGBlgood by nurses islone of nliat blokay, Yanlg 

patientlfeellby the hospital. When the patient lfeellsatisfied with the servicelanlYanlg diblErikal, then one 

day they willlblErkunlJunelg kemblAli, blevenlmenlginlformlthing blaik inli to peoplelg aroundlyes unlfor 

blaerobiclat kemblAli at the hospital lut. 
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Communleffective ification islpen aspectltinlg yanlGBlrelatednesslclose 

tolbrolwaiterlanlhealthlspeciallyes when the nurse is in the sedan lg doltimblanlg accept patientsl. 

Penlabsorptionlcommunityleffective application in servicelanlnursinglcan be usedlaffected by bleblseveral 

factors such as penlgetuanl, long time blwork andlcharacteristics of yan lg owned by nurse 

senlself(Masmunlah et al., 2024). 

CommunlThe knowledge must be mastered by nurses and lpatientl, communleffective application 

in nursinglhave an impact that lg signlifikanltowards satisfactionlpatientl, communlEffective ification is a 

process inlmost active anlTara nurse andlpatientlblpurposelmemblanlgunlhublunlbrolcopylI don't believe it, 

manlwitch doctorlg recoveryl, Andlmenlinlincreaselquality of servicelanl. Sebllike a penlggunla 

servicelanlhealthl, satisfactionlpatientlblErfunlgsi seblagain one of themldictatorlfor menlservice quality 

evaluationlanlYanlg diblErikalby the hospital(Jayanlti et al., 2024). 

 

CONCLUSION 

 

This study found that service quality (p=0.016; OR=3.857), facilities (p=0.04; OR=6.896), and 

effective communication (p=0.009; OR=4.33) had a significant relationship with patient satisfaction 

in the outpatient clinic of Carolus Hospital Serpong in 2025, with a majority satisfaction level (80%) 

and good ratings for all three variables (61-75%). Facilities showed the strongest influence, followed 

by effective communication and service quality, which is consistent with the characteristics of female 

respondents of productive age (24-30 years, 47%) with higher education. 

However, limitations of this study include its cross-sectional design, which precludes causality, 

and purposive sampling of 100 respondents in a single type C hospital, thus limiting generalizability 

and potentially introducing recall bias. Suggestions for further research include a longitudinal design, 

a larger sample size across hospitals, and mediating variables such as costs. Practically, Carolus 

Hospital management is advised to prioritize improvements to parking/waiting room facilities and 

nurse communication training to maximize patient satisfaction to 100%, increase patient loyalty, and 

reduce waiting time complaints. 
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