THE RELATIONSHIP BETWEEN WAITING TIME FOR SERVICE AND BPJS PATIENT SATISFACTION IN THE INTERNAL MEDICINE CLINIC AT DR. BRATANATA LEVEL III HOSPITAL, JAMBI CITY
Dina Nabila Utami1, Erna Elfrida Simanjuntak2, Renny Pordaningsih3
Bachelor of Hospital Administration Study Program
STIKES Garuda Putih Jambi
Email : dinaanabilaa@gmail.com 

[bookmark: _Toc234478265]ABSTRACT
Waiting time is one of the indicators of healthcare service quality that may influence patient satisfaction. This study aimed to determine the relationship between waiting time and the satisfaction of BPJS patients at the Internal Medicine Outpatient Clinic of Tk. III Dr. Bratanata Hospital, Jambi. The study used a quantitative method with a cross-sectional design. The research sample consisted of 100 BPJS patients selected using purposive sampling techniques. Data were collected through observation of waiting times and patient satisfaction questionnaires based on the SERVQUAL dimensions, then analyzed univariately and bivariately using the Chi-Square test. The results showed that 74 respondents (74.0%) had waiting times within the standard (≤60 minutes) and 26 respondents (26.0%) had waiting times exceeding the standard (>60 minutes). The bivariate analysis results showed that there was no significant relationship between service waiting time and patient satisfaction in the dimensions of tangibles (p=0.813), reliability (p=0.226), responsiveness (p=0.432), assurance (p=0.591), and empathy (p=0.287), because all p-values were >0.05. The conclusion of this study is that there is no significant relationship between service waiting time and BPJS patient satisfaction at the Internal Medicine Clinic of Dr. Bratanata Hospital, Jambi City. Patient satisfaction is influenced not only by waiting time but also by the overall quality of service, such as staff communication, healthcare services, facility comfort, and an organized service system.
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