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“ GAMBARAN KEPUASAN PASIEN RAWAT JALAN
TERHADAP LAYANAN SISTEM PENDAFTARAN ONLINE

DI RUMAH SAKIT KRISTEN NGESTI WALUYO PARAKAN ”

DANIA DIVAANANTA

ABSTRACT

Kemajuan teknologi informasi telah mendorong rumah sakit untuk meningkatkan
mutu pelayanan, salah satunya melalui sistem pendaftaransonline. Penelitian ini
bertujuan mengetahui gambaran kepuasan pasien rawat jalan terhadap layanan
pendaftaran online menggunakan aplikasi WhatsApp.dan Mobile JKN di Rumah
Sakit Kristen Ngesti Waluyo Parakan. Penelitian ini menggunakan metode
kuantitatif dengan desain deskriptif. Sampel.penelitian sebanyak 100 responden
yang dipilih menggunakan teknik simple random sampling dari populasi pasien
rawat jalan pengguna pendaftaran online-pada bulan Februari 2025. Pengumpulan
data dilakukan dengan kuesioner~ bérbasis model End User Computing
Satisfaction (EUCS) yang meliputi:lima dimensi content, accuracy, format, ease
of use, dan timeliness. Analisis data dilakukan secara deskriptif dengan mean,
serta uji Mann-Whitney..untuk membandingkan kepuasan antara kedua media
pendaftaran. Hasil “penelitian menunjukkan bahwa pada aplikasi WhatsApp,
dimensi dengan nilai ‘rata-rata tertinggi adalah ease of use (4,22), sedangkan
timeliness memperoleh nilai terendah (3,37). Pada aplikasi Mobile JKN, dimensi
timeliness memperoleh rata-rata tertinggi (4,34) diikuti accuracy (4,30),
sementara format memiliki nilai terendah (3,71). Uji Mann-Whitney menunjukkan
tidak, terdapat perbedaan signifikan pada dimensi content, accuracy, dan ease of
use. Namun terdapat perbedaan signifikan pada dimensi format, di mana
WhatsApp lebih unggul, serta pada dimensi timeliness, di mana Mobile JKN lebih
unggul. Kesimpulan penelitian ini adalah kedua aplikasi mampu memberikan
kepuasan pada pasien, meskipun dengan kelebihan masing-masing. WhatsApp
lebih unggul dari segi kemudahan dan tampilan, sementara Mobile JKN lebih
unggul dalam kecepatan respon dan ketepatan informasi.

Kata kunci: Kepuasan pasien, pendaftaran online, WhatsApp,Mobile JKN, End
User Computing Satisfaction (EUCS).
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"OUTPATIENT PATIENT SATISFACTION OVERVIEW OF ONLINE
REGISTRATION SYSTEM SERVICES AT NGESTI WALUYO PARAKAN
CHRISTIAN HOSPITAL"

DANIA DIVAANANTA

ABSTRACT

The advancement of information technology has encouraged hospitals to_improve
the quality of services, including through online registration systems. This study
aims to describe the satisfaction ofpatients with online registration services using
WhatsApp and the Mobile JKN application at Ngesti Waluyo Christian Hospital
Parakan. This research employed a quantitative method with a descriptive design.
The sample consisted of 100 respondents selected using simple random sampling
from the outpatient population who used online registration in February 2025.
Data were collected using a questionnaire-based~on the End User Computing
Satisfaction (EUCS) model, which includes five dimensions: content, accuracy,
format, ease of use, and timeliness.-Data analysis was carried out descriptively
using mean values, and the Mann-Whitney test was applied to compare
satisfaction between the two registration media.The results showed that for the
WhatsApp application, the highest mean score was in the ease of use dimension
(4.22), while timeliness received the lowest score (3.37). For the Mobile JKN
application, timeliness _had the highest mean score (4.34) followed by accuracy
(4.30), while-format obtained the lowest (3.71). The Mann-Whitney test revealed
no significant differences in the content, accuracy, and ease of use dimensions.
However, “significant differences were found in the format dimension, where
WhatsApp performed better, and in timeliness, where Mobile JKN outperformed
WhatsApp.Inconclusion, both applications provide patient satisfaction with their
respective advantages. WhatsApp is superior in terms of user-friendliness and
interface display, while Mobile JKN excels in responsiveness and information
accuracy.

Keywords: Patient satisfaction, online registration, WhatsApp, Mobile JKN, End
User Computing Satisfaction (EUCS).
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