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ABSTRAK 

Pe~ne~li~ti~an i~ni~ be~rtujuan untuk me~nganali~si~s dampak e~mpathy dan 

re~sponsi~ve~ne~ss te~rhadap ti~ngkat ke~puasan pelanggan di~ Rumah Saki~t Ke~nak 

Me~di~ka. Pe~ne~li~ti~an i~ni~ me~nggunakan pe~nde~katan kuanti~tati~f kausal, se~rta 

pe~ne~li~ti~an i~ni~ me~li~batkan pasi~e~n be~se~rta pe~nunggunya se~bagai~ subje~k, de~ngan 

fokus obje~k pada e~mpathy, re~sponsi~ve~ne~ss, dan ke~puasan pelanggan. Data yang 

di~gunakan adalah data pri~me~r yang di~kumpulkan me~lalui~ pe~nye~baran kue~si~one~r 

se~cara langsung di~ lokasi~ pe~ne~li~ti~an yai~tu Rumah Saki~t Ke~nak Me~di~ka. 

Pe~ngambi~lan sampe~l yang di~ te~rapkan adalah te~kni~k si~mple~ random sampli~ng 

de~ngan me~nggunakan me~tode~ probabi~li~ty sampli~ng, di~ mana 100 re~sponde~n 

te~rpi~li~h be~rdasarkan pe~rhi~tungan rumus Slovi~n de~ngan margi~n of e~rror 10%. 

Pe~nguji~an hi~pote~si~s di~lakukan me~nggunakan anali~si~s re~gre~si~ li~ni~e~r be~rganda. 

Dalam pe~ne~li~ti~an i~ni~ me~mbukti~kan bahwa: (1) se~cara si~multan, e~mpathy dan 

re~sponsi~ve~ne~ss me~mbe~ri~kan pe~ngaruh posi~ti~f dan si~gni~fi~kan te~rhadap ke~puasan 

pelanggan pada Rumah Saki~t Ke~nak Me~di~ka; (2) se~cara parsi~al, e~mpathy 

be~rpe~ngaruh posi~ti~f dan si~gni~fi~kan te~rhadap ke~puasan pelanggan pada Rumah 

Saki~t Ke~nak Me~di~ka; se~rta (3) re~sponsi~ve~ne~ss juga me~mi~li~ki~ pe~ngaruh posi~ti~f dan 

si~gni~fi~kan te~rhadap ke~puasan pelanggan pada Rumah Saki~t ke~nak Me~di~ka. 

Me~ngacu pada te~muan te~rse~but, di~sarankan Rumah Saki~t Ke~nak Me~di~ka untuk 

le~bi~h me~mpri~ori~taskan pe~ni~ngkatan kuali~tas layanan pada ke~dua aspe~k te~rse~but 

yai~tu e~mpathy dan re~sponsi~ve~ne~ss, te~rutamanya pada vari~abe~l e~mpathy yang 

te~rbukti~ pali~ng domi~nan me~me~ngaruhi~ ke~puasan pasi~e~n pada Rumah Saki~t Ke~nak 

Me~di~ka. Langkah takti~s yang dapat di~ambi~l me~li~puti~ pe~nye~le~nggaraan pe~lati~han 

bagi~ se~luruh staf me~di~s dan nonme~di~s guna me~ngasah ke~te~rampi~lan komuni~kasi~, 

e~mpati~, se~rta ke~ce~patan tanggap. E~valuasi~ mutu pe~layanan se~cara be~rkala dan 

i~novasi~ layanan yang be~rke~lanjutan juga di~pe~rlukan untuk te~rus me~me~nuhi~ 

e~kspe~ktasi~ pasi~e~n. De~ngan komi~tme~n yang kuat, langkah strate~gi~s i~ni~ di~pasti~kan 

mampu me~ni~ngkatkan ke~pe~rcayaan publi~k se~rta me~njami~n ke~be~rlanjutan 

ope~rasi~onal rumah saki~t ke~ de~pannya. 

 

Kata kunci~: e~mpathy, re~sponsi~ve~ne~ss, ke~puasan pe~langgan, dan Rumah Saki~t 

Ke~nak Me~di~ka 
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ABSTRACT 

This study aims to analyze the impact of empathy and responsiveness on 
customer satisfaction at Kenak Medika Hospital. The research employs a causal 
quantitative approach and involves patients and their companions as research 
subjects, with empathy, responsiveness, and customer satisfaction as the main 
variables of interest. The study utilizes primary data collected through the direct 
distribution of questionnaires at Kenak Medika Hospital. The sampling technique 
applied was simple random sampling using a probability sampling method. A total 
of 100 respondents were selected based on the Slovin formula with a 10% margin 
of error. Hypothesis testing was conducted using multiple linear regression 
analysis. The findings of this study demonstrate that: (1) simultaneously, empathy 
and responsiveness have a positive and significant effect on customer satisfaction 
at Kenak Medika Hospital; (2) partially, empathy has a positive and significant 
effect on customer satisfaction at Kenak Medika Hospital; and (3) responsiveness 
also has a positive and significant effect on customer satisfaction at Kenak Medika 
Hospital. Based on these findings, it is recommended that Kenak Medika Hospital 
place greater emphasis on improving service quality in both aspects, namely 
empathy and responsiveness, particularly empathy, which was found to be the most 
dominant factor influencing patient satisfaction. Strategic actions may include 
organizing training programs for both medical and non-medical staff to enhance 
communication skills, empathy, and responsiveness. Regular service quality 
evaluations and continuous service innovations are also necessary to meet patients’ 
expectations consistently. With a strong commitment to these initiatives, the hospital 
can enhance public trust and ensure its long-term operational sustainability. 
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