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[bookmark: _GoBack]ABSTRACT

Patient satisfaction is an important indicator in evaluating the quality of hospital services, especially for BPJS (Indonesia’s National Health Insurance) patients who utilize outpatient services. The level of satisfaction reflects the extent to which patients' expectations are met during the medical service process. Several factors such as service quality, the availability and condition of hospital facilities, waiting time to receive treatment, and the quality of communication between medical staff and patients greatly influence satisfaction levels. Therefore, it is essential for hospitals to understand the key factors that contribute to patient satisfaction. This study aims to identify the factors influencing BPJS patient satisfaction with outpatient services at TK III Dr. Bratanata Hospital, Jambi. A quantitative approach was used with a descriptive-analytic and cross-sectional design. The sample consisted of 100 respondents selected through random sampling. Data were collected using questionnaires and analyzed through univariate and bivariate analysis using the chi-square test. The results showed that service quality, hospital facilities, waiting time, and communication by medical staff had a significant relationship with patient satisfaction. Communication was identified as the most dominant factor. Improving these four factors can significantly enhance BPJS patient satisfaction with outpatient services.
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