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ABSTRAK 

Latar Belakang: Kepuasan keluarga pasien merupakan sebuah persepsi keluarga 

pasien terhadap pelayanan yang diberikan kepada pasien dengan yang diharapkan 

oleh keluarga pasien, sehingga pelayanan yang diberikan kepada pasien dapat 

memengaruhi kepuasan keluarga pasien. Kepuasan keluarga pasien dipengaruhi 

oleh kualitas pelayanan yang terdiri dari responsiveness, assurance, tangible, 

empathy, reliability. Tujuan Penelitian: untuk mengetahui tingkat kepuasan 

keluarga pasien tentang pelayanan di Instalasi Gawat Darurat RSUD Mardi Waluyo 

Kota Blitar. Metode Penelitian: penelitian ini menggunakan desain deskriptif dan 

jenis penelitian kuantitatif. Penelitian ini dilaksakanan pada tanggal 1 Maret – 22 

Maret 2025. Populasi penelitian ini keluarga pasien yang berobat ke Instalasi Gawat 

Darurat RSUD Mardi Waluyo Kota Blitar. Sampel pada penelitian ini 40 responden 

dengan teknik purposive sampling. Instrumen yang digunakan kuisioner tingkat 

kepuasan keluarga pasien dari (Nursalam 2014). Hasil Penelitian: menunjukkan 

kepuasan keluarga pasien tentang pelayanan di Instalasi Gawat Darurat RSUD 

Mardi Waluyo Kota Blitar memiliki kategori kepuasan sangat puas dengan skor 

92,5%. Berdasarkan 5 dimensi kualitas pelayanan didapatkan skor tertinggi terletak 

pada dimensi responsiveness 77,5% dan skor terendah terletak pada dimensi 

assurance 52,5%. Kesimpulan: tingkat kepuasan keluarga pasien terhadap 

pelayanan di Instalasi Gawat Darurat RSUD Mardi Waluyo sebagian besar dalam 

kategori sangat puas. 

Kata Kunci: kepuasan, keluarga, pelayanan, IGD 
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ABSTRACT 

Background: Patient family satisfaction is a patient family's perception of the 

services provided to patients with what is expected by the patient's family, so that 

the services provided to patients can affect the satisfaction of the patient's family. 

Patient family satisfaction is influenced by the quality of service consisting of 

responsiveness, assurance, tangible, empathy, reliability. Research Objective: to 

determined the level of patient family satisfaction regarding services at the 

Emergency Installation of Mardi Waluyo Regional Hospital, Blitar City. Research 

Methods: This study used a descriptive design and quantitative research type. This 

study was conducted on March 1 - March 22, 2025. The population of this study 

were families of patients who were treated at the Emergency Room of Mardi Waluyo 

Hospital, Blitar City. The sample in this study was 40 respondents with a purposive 

sampling technique. The instrument used was a questionnaire on the level of 

satisfaction of the patient's family from (Nursalam 2014). Research Result: showed 

the satisfaction of patient families about the services at the Emergency Installation 

of Mardi Waluyo Hospital, Blitar City has a very satisfied satisfaction category with 

a score of 92.5%. Based on 5 dimensions of service quality, the highest score is in 

the responsiveness dimension 77.5% and the lowest score is in the assurance 

dimension 52.5%. Conclusion: The level of satisfaction of patient families with 

services at the Emergency Installation of Mardi Waluyo Regional Hospital is mostly 

in the very satisfied category. 

Keywords: satisfaction, family, service, intensive care unit 
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