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ABSTRACT

THE CORRELATION BETWEEN NURSES' CARING AND PATIENT
SATISFACTION IN A PRIVATE HOSPITAL IN SURABAYA

RIA MEILITA SARI
(202402057)

Caring behavior demonstrates empathy, effective communication, and genuine
concern for patients, all of which contribute to improving the quality of nursing
care and enhancing patient satisfaction. In the inpatient ward of a private hospital
in Surabaya, several complaints were identified, including insufficient explanation
of procedures, delayed responses, and low levels of caring behavior. The objective
of this study is to examine the correlation between nursing care behaviors and
patient satisfaction. The present study employed a correlational method, utilizing
a cross-sectional approach. The sampling technique used was consecutive
sampling, with a total of 163 inpatients at a private hospital in Surabaya who met
the inclusion criteria. The instruments used were a Caring Behavior Questionnaire
based on Watson's theory (Measuring Nurse Caring Behavior/MNCB) and a
Patient Satisfaction Questionnaire based on the RATER model (Reliability,
Assurance, Tangibles, Empathy, Responsiveness). The results showed that 83% of
nurses exhibited high-category caring behavior, and 52% of patients reported
being very satisfied with the service, the Spearman Rank Test yielded a p-value of
0.004 (p < 0.05) with a correlation coefficient of r = +0.225, indicating a weak
correlation, suggesting that as caring behavior increases, patient satisfaction also
increases. Based on these findings, the researchers recommend that hospital
management, particularly in the nursing field, conduct training in effective
communication, character development through self-reflection, and professional
ethics. Systematic observation of caregiving practices is imperative to facilitate
consistent enhancements in patient care and satisfaction. This approach is
instrumental in ensuring the continuous enhancement of healthcare service quality
and patient satisfaction.

Keywords: caring behavior, patient satisfaction, nurses
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ABSTRAK

HUBUNGAN CARING PERAWAT DENGAN KEPUASAN PASIEN
DI RAWAT INAP RUMAH SAKIT SWASTA SURABAYA

RIA MEILITA SARI
(202402057)

Perilaku caring mencerminkan empati, komunikasi efektif, dan kepedulian
terhadap pasien, yang dapat meningkatkan kualitas layanan keperawatan dan
kepuasan pasien. Di rawat inap Rumah Sakit Swasta Surabaya ditemukan keluhan
seperti kurangnya penjelasan tindakan, lambat merespons, dan rendahnya perilaku
caring. Penelitian ini bertujuan menganalisis hubungan perilaku caring perawat
dengan kepuasan pasien. Penelitian menggunakan metode korelasi dengan
pendekatan cross-sectional. Teknik pengambilan sampel yang digunakan adalah
consecutive sampling, dengan jumlah responden sebanyak 163 pasien di rawat inap
Rumah Sakit Swasta Surabaya yang memenuhi kriteria inklusi. Instrumen yang
digunakan berupa kuesioner perilaku caring berdasarkan teori Watson (Measuring
of Nurse Caring Behavior/MNCB) dan kuesioner kepuasan pasien berdasarkan
model RATER (Reliability, Assurance, Tangibles, Empathy, Responsiveness).
Hasil menunjukkan bahwa 83% perawat memiliki perilaku caring kategori tinggi,
dan 52% pasien menyatakan sangat puas terhadap pelayanan. Uji Rank Spearman
menghasilkan nilai p = 0,004 (p < 0,05) dengan koefisien korelasi r = +0,225
berkekuatan lemah, yang menunjukkan semakin tinggi perilaku caring maka
kepuasan pasien akan meningkat. Berdasarkan temuan ini, peneliti menyarankan
pihak manajemen rumah sakit terutama di bidang keperawatan untuk
menyelenggarakan pelatihan komunikasi efektif, pembinaan karakter melalui
refleksi diri, serta pelatihan etika profesi. Evaluasi rutin terhadap perilaku caring
perlu dilakukan guna meningkatkan mutu pelayanan dan kepuasan pasien secara
berkelanjutan.

Kata kunci: perilaku caring, kepuasan pasien, perawat
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