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ABSTRAK 
 

Penelitian ini bertujuan untuk mengkaji dampak Tangibel, Realibility, 
Responsiviness, Emphaty, Assurance terhadap tingkat kepuasan pasien di RSUP 
DR. Mohammad Hoesin Palembang. Metode penelitian yang digunakan adalah 
deskriptif kuantitatif, dengan pengumpulan data melalui penyebaran kuesioner. 
Sebanyak 96 responden dipilih sebagai sampel menggunakan rumus lemeshow. 
Analisis data dilakukan dengan berbagai uji statistik, meliputi uji validitas, 
reliabilitas, normalitas, multikolinearitas, heteroskedastisitas, uji parsial (uji t), uji 
simultan (uji F), regresi linier berganda, serta analisis koefisien korelasi dan 
determinasi. Hasil analisis menunjukkan bahwa secara parsial, variabel Tangibel 
(X1), Realibility (X2), Responsiviness (X3), Emphaty (X4) dan Assurance (X5) 
memiliki pengaruh positif dan signifikan terhadap kepuasan pasien (Y), dengan 
nilai signifikansi sebesar 0,000 < 0,05, serta nilai thitungt masing-masing 1,695, 
1,960, 1,857, 1,947, dan 2,085 > ttabel sebesar 1,660. Secara simultan, kelima 
variabel independen memiliki pengaruh positif dan signifikan terhadap kepuasan 
pasien, dengan nilai Fhitung sebesar 56,913 > Ftabel sebesar 3,093. Koefisien korelasi 
(R) sebesar 0,943 menunjukkan hubungan yang sangat kuat antara variabel 
independen dengan kepuasan pasien. Nilai koefisien determinasi (R2) sebesar 0,872 
mengindikasikan bahwa 87,2% variasi kepuasan pasien dapat dijelaskan oleh 
kelima variabel tersebut, sementara sisanya dipengaruhi oleh faktor lain yang tidak 
termasuk dalam penelitian ini.  
 
Kata Kunci: Tangibel, Realibility, Responsiviness, Emphaty, Assurance, Kepuasan 
Pasien   
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ABSTRACT 

This study aims to examine the impact of Tangibel, Realibility, Responsiviness, 
Emphaty, Assurance on the level of patient satisfaction at DR. Mohammad Hoesin 
Palembang Hospital. The research method used is quantitative descriptive, with 
data collection through the distribution of questionnaires. A total of 96 respondents 
were selected as a sample using the lemeshow formula. Data analysis was carried 
out with various statistical tests, including validity, reliability, normality, 
multicollinearity, heteroscedasticity, partial test (t-test), simultaneous test (F test), 
multiple linear regression, and analysis of correlation and determination 
coefficients. The results of the analysis showed that partially, the variables Tangibel 
(X1), Realibility (X2), Responsiviness (X3), Emphaty (X4) and Assurance (X5) had 
a positive and significant influence on patient satisfaction (Y), with significance 
values of 0.000 < 0.05, and tcalculated values of 1.695, 1.960, 1.857, 1.947, and 
2.085 > ttable of 1.660, respectively. Simultaneously, the five independent variables 
had a positive and significant influence on patient satisfaction, with an Fcal value 
of 56.913 > Ftable of 3.093. The correlation coefficient (R) of 0.943 shows a very 
strong relationship between independent variables and patient satisfaction. The 
determination coefficient (R2) value of 0.872 indicates that 87.2% of the variation 
in patient satisfaction can be explained by these five variables, while the rest is 
influenced by other factors that are not included in this study. 

Keywords: Tangibel, Realibility, Responsiviness, Emphaty, Assurance, Patient 
Satisfaction    
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