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ABSTRACT: The decrease in interest in choosing class 2 inpatient care was due to dissatisfaction in services provided which 

indicated theat such services were of less quality. This study aims to determine the relationship between service quality and 

patient’s interest in choosing class 2 inpatient care. This was an analytic survey study with a cross-sectional design. The 

population was all patients in class 2 inpatient care as many as 1970 people and the samples were taken using the accidental 

sampling method which obtained 95 people. Hypothesis test was conducted using the chi square test. The result showed that there 

was a significant relationship between the dimensions of tangibles, reliability, responsiveness, assurance and empathy with the 

patient’s interest in choosing class 2inpatient care. 
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INTRODUCTION  

The health sector is an important public service (Nurfikri & Roselina, 2022). Public services in Indonesia face three significant 

problems that often occur in the implementation namely the high level of discrimination in services, no certainty regarding the 

cost and time of service, and the low level of community satisfaction with public services (Huda, 2014). 

Hospital is one of the public service institutions that is influenced by the development of science, technological advances, and 

the socio-economic life of the community which is required to always improve the quality of service (Brown & Osborne, 2012). 

The low quality of hospital services will lead to patient dissatisfaction with the services provided by the hospital (S Pohan, 2012). 

This is supported by the result of study conducted by Riswan (2013) which stated that there was a relationship between service 

effectiveness, service comfort, service security, human relations, service continuity, and timely service with patient satisfaction 

(Riswan, 2013). 

The results of a patient satisfaction survey conducted at several hospitals in Jakarta showed that 14% of patients were 

dissatisfied with the health services provided, while the services provided were generally good. Simple interviews revealed that 

health workers rarely visited the patients, just for routine activities when there was a medical procedure and they didn't provide 

enough time to interact with patients (Saputri, 2016) 

The measure of the quality of service received is the level of comparison between consumer expectation and the service 

received (Berinyuy, 2021). Service quality is developed by rearranging the 10 factors that determine service quality into five 

dimensions that reflect it. The five dimensions in question are tangible, reliability, responsiveness, assurance, empathy (Tjiptono, 

2014). One of the main values expected by customers of an institution is the high quality of products and services (P, Kotler; A, 

2012) 

Quality service will provide satisfaction to service users (Hopkins, Loeb, and Fick 2009; Nasir et al. 2022). Satisfaction of 

patients as the health service users can be a good indicator, so that patients or health service users want to return to reuse health 

facilities that they consider competent or satisfactory (Solikhah, 2008). Rondonuwu (2014) stated that there was a relationship 

between patient satisfaction and patient’s interest in reusing the same health services (Rondonuwu et al., 2014). Furthermore, 

service quality had a significant relationship with patient satisfaction and patient satisfaction had a significant relationship with 

behavioral intention (Sadli & Huda, 2022; Thawesaengskulthai et al., 2015). 

The theory of interest to reuse services emphasizes the importance of measuring customer repurchase interest in order to 

determine whether the customer wants to continue to use or leave the service. Consumers who are satisfied with the services they 

have used will think of reusing such services (Sparks & McColl-Kennedy, 2001). Repeated purchases will make consumers loyal 

to a service (Harjadi et al., 2023; Sunyoto, 2013). 
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Based on the results of a preliminary study conducted at the General Hospital of the Muhammadiyah University of Cirebon on 

21st January 2020, there were 2,276 patients who utilized class 2 inpatient care in 2017, there were 2,152 patients in 2018 and 

there were 1,970 patients in 2019. These data indicate that there was a decrease in patient’s interest in choosing class 2 inpatient 

care. Class 2 inpatient facilities provided for the patients include 1 room containing 4 2-partitioned patient beds, nightstand, 

folding chair for the watchman, fan on each bed, private bathroom and examination by a doctor once a day in the morning. 

Based on the results of interviews with 10 patients on 21st January 2020 at the General Hospital of the Muhammadiyah 

University of Cirebon, there were several complaints regarding services, including complicated procedures, inpatient rooms that 

were not comfortable, inadequate service delivery, lack of friendly attitudes of the staffs, unclear information, as well as long 

waiting time for the nurse. These complaints are included in aspects of service quality regarding physical evidence, reliability, 

confidence, responsiveness and empathy. This study aims to determine the relationship between service quality and patient’s 

interest in choosing class 2 inpatient care. 

 

METHOD 

This was an analytic survey study with a cross-sectional design (Amaliah et al., 2022; Herlinawati et al., 2022). The population 

was all patients in class 2 inpatient care at the General Hospital of the Muhammadiyah University of Cirebon in 2019 as many as 

1,970 people. The sample size calculation used the Slovin’s formula (R Nur Abdurakhman et al., 2022) with a precision of 10% 

which obtained a sample size of 95 patients. The sampling technique used accidental sampling technique by taking subjects who 

presented at the time of the study (Notoatmodjo, 2014).  The inclusion criteria were 1) patients who had received treatment for at 

least 1 day in the Class 2 Inpatient Care, 2) aged >21 years, 3) were able to communicate well. 4) were willing to be a respondent. 

Data were collected directly from respondents by using a questionnaire sheet as the study instrument. Hypothesis test was 

conducted using the chi square test with a significance level of 5%. 

 

RESULT AND DISCUSSION 

A. Five dimensions of service quality 

 

Table 1. Description of Service Quality Dimensions and Patient’s Interest 

Variables n % 

Tangibles 

Not good 

Good 

 

42 

53 

 

44.2 

55.8 

Reliability 

Not good 

Good 

 

45 

50 

 

47.4 

52.6 

Responsiveness 

Not good 

Good 

 

30 

65 

 

31.6 

68.4 

Assurance 

Not good 

Good  

 

25 

70 

 

26.3 

73.7 

Empathy 

Not good 

Good 

 

43 

52 

 

45.3 

54.7 

Patient’s Interest 

Not interested 

Interested 

 

35 

60 

 

36.8 

63.2 

 

The results of the univariate analysis showed that 44.2% of respondents stated that the tangible aspect was not good, 47.4% of 

respondents stated that the reliability aspect was not good, 31.6% of respondents stated that the responsiveness aspect was not 

good, 26.3% of respondents stated that the assurance aspect was not good, 45, 3% of respondents stated that the empathy aspect 

was not good and 36.8% of respondents stated that they were not interested in choosing class 2 inpatient rooms. 

 

B. Relationship between service quality dimensions and patient’s interest in choosing class 2 

Table 2. Relationship between service quality dimensions and patient’s interest in choosing class 2 inpatient care 

Variable 

Patient’s interest  
P value 

 
Interested Not Interested Total 

n % N % n % 

Tangibles        
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Not good 21 50.0 21 50.0 42 100 0.031 

Good 39 73.6 14 26.4 53 100  

Reliability        

Not good 23 51.1 22 48.9 45 100 0.036 

Good 37 74 13 26 50 100  

Responsiveness        

Not good 13 43.3 17 56.7 30 100 0.013 

Good 47 72.3 18 27.7 65 100  

Assurance        

Not good 9 36 16 64 25 100 0.002 

Good 51 72.9 19 27.1 70 100  

Empathy        

Not good 22 51.2 21 48.8 43 100 0.047 

Good 38 73.1 14 26.9 52 100  

 

The results of the bivariate analysis showed that there was a relationship between tangible (p-value=0.031), reliability (p-

value=0.036), responsiveness (p-value=0.013), assurance (p value=0.002) dan empathy (p-value=0.047) aspects with the patient’s 

interest in choosing Class 2 inpatient care. 

C. Tangibles 

Tangibles are concrete evidence covering physical facilities (Amankwah et al., 2019), which include the up-to-dateness of the 

equipment used, the condition of the facilities, the condition of human resources as well as the appearance of health workers and 

hospital employees (Hamidiyah, 2016). 

Based on the results of the study, it was found that there were 44.2% of respondents who stated that the tangibles aspect was 

not good. Respondents stated that the inpatient room was not neatly organized and the bathroom was not clean enough. 

Uncomfortable conditions made respondents reluctant to reuse the services they received. 

The results of statistical tests showed that there was a relationship between the service quality dimension of tangibles and the 

patient's interest in choosing class 2 inpatient care. The study finding showed that some of respondents who revealed not so good 

tangible aspect (50.0%) had no interest in choosing class 2 ward, while only 26.4% of respondents who revealed a good tangible 

aspect had no interest in choosing class 2 ward.  

This result is in line with the result of a study conducted by Hamidiyah (2013) which stated that there was a relationship 

between patient perceptions of physical evidence of service and the interest in follow up visits (p<0.05) (Hamidiyah, 2016). 

Furthermore, a study conducted by Istiqomah (2015) also found that there was a relationship between the service quality 

dimension of tangibles and the interest in follow up visits (Istiqomah N f, 2016).The quality of health services can also be felt 

directly by its users by providing adequate physical facilities and equipment. If the patient is satisfied, he will have a higher 

probability of using the service in the future. Improvement in tangible aspect at the General Hospital of the Muhammadiyah 

University Cirebon can be implemented by arranging the wards and maintaining the cleanliness of the bathroom so that the 

patients may have comfortable feeling(AA gde, 2011). 

D. Reliability 

Reliability shows the ability to provide services accurately and reliably (Sari et al., 2019), be responsible for what is promised, 

never give excessive promises and always fulfill the promises (Tjiptono, 2014). Based on the results of the study, it was found that 

there were 47.4% of respondents who stated that the reliability aspect was not good. Respondents stated that the examination and 

administration procedures were still convoluted, the waiting time for towards nurses was long and the nurses paid less attention to 

the complaints of the patient's family. Patients usually expect timely, comfortable, effective and professional services from the 

hospital(Choi KS, Lee H, Kim C, 2005). 

The result of the study showed that there was a significant relationship between service quality dimension of reliability and 

patient’s interest in choosing class 2 inpatient care. This result is in line with the result of a study conducted by Monal Deskmukh 

which found that there was an effect of the perception of service quality (tangible, reliability, responsiveness, assurance and 

empathy) on customer loyalty(Mel et al., 1999). A study conducted by Lenny Ashita also found that service quality made a 

positive contribution to follow visits (Cahyani et al., 2018). The dimension of reliability plays an important role in patient 

satisfaction which in turn will have an impact on the patient's interest in returning to the health facility he previously visited 

(Djuwa et al., 2020). The quality of service, especially the reliability aspect, must be improved continuously so as to increase the 

number of patient visits. In addition, General Hospital of the Muhammadiyah University Cirebon should also increase the service 

quality of officers regarding administrative services. The nurse schedule should also be improved so that they are always ready 

whenever the patient need assistance by designing an efficient scheduling system. 
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E. Responsiveness 

Responsiveness is the ability of staff to assist customers and provide service responsively (Hadion Wijoyo et al., 2022). 

Responsiveness includes the desire to help customers and provide quick and precise service (precise and immediate in providing 

services). 

Based on the results of the study, it was found that there were 31.6% of respondents who stated that the responsiveness aspect 

was not good. Only 30.9% of patients stated that they could speak privately about their disease. Moreover, at the time of 

performing the medical procedures, the healthcare provider often let the bulkhead being opened. The doctor/nurse must inform the 

patients about the disease and condition, answer their questions, understand and pay attention to emotional needs and be willing to 

provide appropriate care whenever needed (Arab et al., 2012).  

The results showed that there was a significant relationship between responsiveness service quality and patient’s interest in 

choosing class 2 inpatient care. This finding is in line with the finding of a study conducted by Arab M., et al (2012), there was an 

effect of service quality dimensions (tangible, reliability, responsiveness, assurance and empathy) on patient loyalty(Arab et al., 

2012). Furthermore, a study conducted by Liza Wati (2018) also revealed that respondents who assessed the dimension of 

responsiveness as good would be more loyal (Wati, 2018). Patients' expectations of speed tend to increase. In addition, the value 

of time experienced by the patients is becoming increasingly expensive because people experience an increase in economic 

activities. Being quick and responsive in handling patient complaints will provide satisfaction and satisfied patients tend to use 

again the good service he had experienced before (AA gde, 2011). 

F. Assurance 

Assurance consists of the ability, courtesy and trustworthiness of the staff and the provision of a sense of security (Mahmud, 

2022). Assurance covers 4 things namely competency or the possession of the necessary skills and knowledge; courtesy or 

politeness, respect, attention and friendliness of officers; credibility which includes trust in the honesty of service providers; and 

security which includes freedom from danger, risk or doubt (Tjiptono, 2014). 

Based on the results of the study, it was found that there were 26.3% of respondents who stated that the assurance aspect was 

not good. Only 25% of patients stated that doctors gave the opportunity to them to ask questions and ong 29.2% of patients stated 

that the nurses paid attention to their needs. Patients need certainty, accurate diagnosis of disease and prediction of recovery as 

well as matters relating to the state of the disease or a sense of security (Sondari, 2015). 

The results showed that there was a significant relationship between quality service dimension of assurance and patient’s 

interest in choosing class 2 inpatient care. This finding is in line with the finding of a study conducted by Aliman (2015) that the 

tangibles aspect, assurance and empathy are found to be positively significant towards the intention to behave, in this case is the 

interest to choose the type of inpatient care) (Aliman & Mohamad, 2016). Abdurrouf (2017) proposed that service quality had an 

effect on the loyalty of Islamic Hospital patients such as revisiting the hospital for the same treatment, revisiting it for different 

treatment and recommending others to come to the hospital (Abdurrouf & Puspitasari, 2017). 

The assurance aspect must be improved continuously by taking time to communicate with patients, informing them of their 

disease conditions and always being careful in conducting examination and treatment so as to be able to develop trust among the 

patients to take advantage of services in the future. 

G. Empathy 

Based on the results of the study, it was shown that there were 45.3% of respondents who stated that the empathy aspect was not 

good. Furthermore, 43% of respondents stated that nurses took special time to communicate with patients and 39.8% of 

respondents stated that doctors tried to reduce patient anxiety. 

The results showed that there was a significant relationship between service quality dimension of empathy and patient’s 

interest in choosing class 2 inpatient care. This is in line with the result of study conducted by Olgun Kitapci (2014) revealed that 

the empathy dimension had a positive effect on satisfaction, and perceived satisfaction would encourage behavior to reuse the 

service (Kitapci et al., 2014). Lailil Masruron (2019) found that there was a relationship between patient satisfaction in terms of 

performance, reliability, responsiveness, assurance and the services of doctors and nurses with the interest in being cared in the 

future (Masruron et al., 2019). Patients who feel satisfied with the care and communication provided by the officer will create a 

sense of calm so that they can attract the interest of service users. Services that have high level of care are reflected by the ability 

of officers to communicate and understand patient needs and demands. 

 

CONCLUSIONS  

Service quality dimensions (tangible, reliability, responsiveness, assurance, empathy) were proven to be related to the patient's 

interest in choosing class 2 inpatient care. Therefore, the hospital must always improve its services regarding the quality 

dimension and improve the service quality to maintain patient decisions in choosing services. 
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