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ABSTRACT: During the COVID-19 pandemic, the number of patients visiting hospitals declined because 

patients considered hospitals to be a means of transmitting COVID-19. The main factors contributing to patient 

dissatisfaction are the seriousness of COVID-19, the types of care available, the hospital environment, infection 

control mechanisms, the quality of service and the poor behavior of hospital staff. The purpose of this study was 

to determine the level of patient satisfaction during the pandemic-endemic transition. A descriptive and cross-

sectional study was performed at the Banda Aceh Hospital. A proportionately stratified random sampling 

technique enrolled 110 patients and gathered data using the Patient Satisfaction Scale (PSS) and descriptive 

analyses. The result shows that that up to 64 patients (58.2%) were satisfied. However, as many as 46 patients 

(41.8%) reported being dissatisfied during COVID-19. In addition, nurses are able to meet all the needs and 

expectations of patients and ensure that the quality of services in hospitals is improved. 
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I. INTRODUCTION 
Patient satisfaction is the level of patient feeling expressed when comparing the performance of health 

services received to what the patient expects [1]. The World Health Organization (WHO) reported that in early 

2020, the world was shocked by a new virus called severe acute respiratory syndrome 2 (SARS-Cov-2) 
coronavirus. Known as Coronavirus Disease 2019 (COVID-19) from Wuhan, China[2]. In Indonesia, there 

were COVID-19 cases in early March 2020 and to date, 6,056,017 have been infected with COVID-19 and 

156,604 have died [3]. 

Indonesia's Minister for Coordination of Human Development and Culture said that Indonesia has 

started to move from a pandemic to an endemic phase. This is due to the fact that the COVID-19 mortality rate 

was not the highest among other illnesses [4]. The number of COVID-19 cases in Indonesia is currently 

plummeting and the number of cases and deaths is also going down every day.  Since April, the national daily 

case has never reached the 1,000 marks, even after the holiday surge in May, the pandemic also tends to be 

under control. According to an internal survey, the 18 Hospital in Jakarta in February 2022, the COVID-19 

mortality rate in Indonesia has dropped to 14th place[5]. Previously, Indonesia had the third-highest death rate 

(5%) in the Asia region[6]. 
According to data from Banda Aceh's Meuraxa Hospital, the number of inpatient visits in 2019 prior to 

COVID-19 was 16,050. Over that period, in 2020, the number of hospitalized patients was 8,658. This data 

indicates that patient visits have decreased during the COVID-19 outbreak. That is because patients are 

concerned that the hospital is a facility for people living with COVID-19. In addition, patients are also anxious 

to go to the hospital because the standard procedure for visiting the hospital is different. They first need to take 

an antigen sample to determine whether the patient is positive or negative for COVID-19. This results in 

patients being afraid and delaying their treatment at the hospital[7]. 

Nursing services are professional services consistent with the interventions received and may even 

exceed the expectations of patients given by nurses [8]. However, at present, there are still patients and family 

members who report not receiving services that meet the standards set by nurses to meet their needs [9]. The 
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Indonesian Ministry of Health has established the standard for patient satisfaction at the national level of health 

services, which is a minimum for satisfaction higher than 95%. It is a means, satisfied if the service received in 
the hospital is equal to or superior to the patient's expectations. however, the patient is dissatisfied or 

disappointed if the service received is not in line with the patient's expectations [10]. 

Previous research has explained that some patients complain because nurses are still underperforming. 

It often happens that nurses do not control vital signs when the patient's condition is not stable. Moreover, the 

nurses were late at the station even though the patient was suffering. The nurse failed to explain the patient's 

progression to the family and did not explain the drug problem [11]. In another study in Banda Aceh, the patient 

satisfaction rate was 53.3%, which were classified as dissatisfied with nursing services in terms of openness 

when providing general information. Nurses were not professionals about the patient's condition, one being 

postoperative patients who do not all receive discharge planning [12]. Therefore, the authors would like to 

further examine the level of patient satisfaction during the Covid-19 transition in the inpatient ward of the 

Meuraxa Hospital, Banda Aceh. 
 

II. METHOD 
A descriptive study was conducted to examine the level of patient satisfaction during the pandemic-

endemic transition. The subjects of this study were patient inpatient ward at Meuraxa Hospital in Banda Aceh, 

Aceh Indonesia. A stratified proportional random sampling technique enrolled 110 patients for at least 24 hours 

after admitted. The instruments used in the data collection were Patient satisfaction using the Patient 

Satisfaction Scale (PSS) instrument adopted by Kusnanto [13] which was completed by a backtranslation by 

experts from the Faculty of Nursing, Universitas Syiah Kuala. It has been tested by the Content Validity Index 

by nursing management experts. The experts are from the Faculty of Nursing at Universitas Syiah Kuala, Aceh-
Indonesia with a value of 4, which is highly relevant. 

 

 

III. FINDINGS 
Table 1 presents patient demographics as follows: 110 patients were involved. The majority of patients 

were reported to be male 64 patients (58.2%), adult (26-64 years) 68 patients (61.8%), who received 2 days of 

treatment 56 patients (50.9%), and the majority were previously hospitalized are 87 patients (79.1%). 

 

Table. 1 Patients’ Demographic Data 
Demographic Data f % 

Gender   

Man 64 58.2 

Woman 46 41.8 

Age   

Young (18-24) 20 18.2 

Adults (26-64) 68 61.8 

Elderly (≥ 65) 22 20.0 

Length of Hospitalization   

2 days 56 50.9 

3 days 24 21.8 

4 days 30 27.2 

Have Been Hospitalized Before   

Once 87 79.1 

Not 23 20.9 

 

Based on the results in table 2, it shows that the highest proportion of patient satisfaction in inpatient ward 

at Meuraxa Hospital Banda Aceh is satisfied, 64 patients (58.2%). 

 

Table. 2 Patient Satisfaction Scores in Inpatient  Ward 
Category f % 

Satisfied 64 58.2 

Not satisfied 46 41.8 

 

IV. DISCUSSION. 
Patient satisfaction is an important benchmark for measuring the level of the healthcare system during 

the COVID-19 pandemic in hospitals. Patient perceptions during the Covid-19 pandemic are specific issues 

when assessing patient satisfaction. In fact, the patient's perception of the disease causes them to feel anxious, 

frightened, anxious and mentally ill as a result of a COVID-19 situation [14]. Patients have varying levels of 

satisfaction based on their expectations or the self-reported value system. The higher the score, the higher the 
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satisfaction level is. Therefore, satisfaction within the health service is the result of a patient's evaluation 

describes feelings, such as happy or unhappy and satisfied or dissatisfied with the services received [15]. 
Satisfaction is subjective, even though the services offered are the same, the results obtained will be 

different. It is dependent upon the patient's perception that is influenced by background and characteristics [16]. 

If the patient or family is dissatisfied with the services provided, there will be a direct impact on the quality of 

hospital services. This is due to nurse capacity and performance that may have an impact on patient satisfaction. 

From previous research, the satisfaction of patients admitted to the Mina Room Aisyiyah Pariaman Hospital fell 

into the category of satisfied patients (63.9%). The hospital is committed to maintaining patient satisfaction in 

all hospital wards of the Aisyiyah Pariaman Hospital [17]. Another study of outpatient perceptions of the quality 

of services in hospitals found that overall, approximately 80% of outpatients were satisfied with the services 

provided by hospital services. On the other hand, the highest perception of dissatisfaction lies in realism. For 

example, facility availability, empathy for the patient's ability to consult with staff about their condition [18]. 

During COVID-19, patients feel satisfied because nurses and physicians behave politely and 
respectfully and provide understandable answers to all patients' questions. In total, 76.8 patients also believed 

that nurses could take the time to explain the medications administered to patients. In terms of hospital 

assessment at admission, 85% of patients reported that during hospitalization, the patient felt very good. This 

has implications for the 94% of patients who recommended the hospital to friends and family for medical 

treatment. Overall, this suggests that most patients feel satisfied and satisfied with the behaviour and 

communication of hospital staff and services [19]. 

Patients covered by Indonesian national health insurance have a lower level of satisfaction than 

hospitalised patients in general. This can be explained by inefficiency and efficiency in hospital services. In fact, 

the impact of hospital service on dissatisfied patients is slow, the hospital intake process is long. Furthermore, 

physicians are difficult to find, drugs and equipment are limited, such as toilets and garbage cans [20]. Another 

problem is that complaints by patients with Indonesian national health insurance against poor hospital 

assessments may have an impact on the quality of hospital service. Patients are dissatisfied with the convoluted 
system, unclear cost limits, limited medicines and long service [21]. In previous studies, 71.10% of patients 

were dissatisfied with facilities and infrastructure where the in-patient ward was heat when occupied [20].  

Additionally, when hospital staff are on-site with patients for 24 hours, access to specialists is easy, and 

patients feel that the care provided is appropriate and patient-centred [23]. Patient satisfaction may change from 

time to time, therefore, there is a need to continue to monitor aspects that have been identified when assessing 

patient satisfaction that are not relevant [24]. Patient satisfaction can be influenced by several factors, such as 

demographic data, such as age, gender, social status, education, age and education, which have had a very strong 

influence on patient satisfaction [25]. 

Study findings indicated that up to 64 patients (58.2%) were satisfied. Most respondents were satisfied 

with the reason nurses received respondents quickly and offered services quickly. Patients are also satisfied with 

nurses' ability to respond to patient complaints, their competencies and their ability to take appropriate and 
correct action. In addition, the patient was dissatisfied with the reason that the nurse was rude and impatient 

during the patient's treatment. Patient satisfaction can be affected by a variety of factors, so it is very important 

that hospitals analyze patient satisfaction levels. Patient satisfaction analysis is very useful for hospitals so that it 

can be used as a quality of service assessment tool. In addition, the analysis of patient satisfaction will make an 

evaluation of counseling interventions the relationship between health and illness behavior, making 

administrative decisions, evaluating the effects of changes in service organizations, staff management, 

marketing functions, formation of professional ethics [26]. Patients will be satisfied if services provided meet 

patients' expectations. Patient needs such as service, safety, accuracy, and timeliness of health services are met 

so that they can reflect the level of patient satisfaction with hospital services [27]. 

 

V. CONCLUSION 
The finding demonstrates that the patient satisfaction during pandemic to endemic transition was 

satisfied with nursing services. In addition, patients indicated satisfaction with their services. It is hoped that 

Meuraxa Hospital will be able to provide support or motivation to nurses to enhance their performance. 

Moreover, nurses are able to meet all the needs and expectations of patients and ensure that the quality of 

services in hospitals increases. 

 

REFERENCES 
[1] I. S. Pohan, Jaminan Mutu Pelayanan Kesehata. Jakarta: EGC, 2015. 

[2] WHO, “Coronavirus disease (COVID-19) pandemic,” World Health Organization, 2021. . 

[3] G. Covid-19, “Peta Sebaran COVID-19,” 2021. . 

[4] K. PMK, “Menko PMK: Secara De Facto, Indonesia Sudah Menuju Endemi,” KEMENKO, 2022. 

https://www.kemenkopmk.go.id/menko-pmk-secara-de-facto-indonesia-sudah-menuju-endemi (accessed Jun. 16, 2022). 

[5] Kontan, “Status Pandemi di Indonesia Berubah Menjadi Endemi, Ini Perubahan yang Terjadi,” Kontan.co.id, 2022. . 



What Do Patient Hospitalized Think About Their Care? A Study of Satisfaction Survey .. 

*Corresponding Author: Yuswardi                                       65| Page 

[6] A. Putra, Y. Yuswardi, and N. Nurhasanah, “How Do They Feel at the First Line During the Covid Outbreak : A Survey among 

Indonesian Nurses,” vol. 10, pp. 160–165, 2022. 

[7] B. Tang et al., “International Journal of Infectious Diseases The effectiveness of quarantine and isolation determine the trend of the 

COVID-19 epidemics in the fi nal phase of the current outbreak in China,” Int. J. Infect. Dis., vol. 95, pp. 288–293, 2020, doi: 

10.1016/j.ijid.2020.03.018. 

[8] Nursalam, Manajemen Keperawatan:Aplikasi dalam praktik keperawatan profesional. Kota Makassar: Salemba Medika, 2015. 

[9] D. Fakhrina and Yuswardi, “Pemenuhan Hak Pasien Atas Informasi Oleh Perawat Patients Right of Information Fulfillment By the 

Nurse,” JIM FKep, vol. 3, no. 3, pp. 1–5, 2018. 

[10] E. Nurcahyanti and H. Setiawan, “Studi Hubungan Antara Mutu Pelayanan Kesehatan Dengan Kepuasan Pasien Di Unit Pelayanan 

Rawat Inap Rumah Sakit Umum Daerah Bhakti Dharma Husada Kota Surabaya,” J. Manaj. Kesehat. yayasan Dr.Soatomo, vol. 3, 

no. 1, pp. 15–30, 2017. 

[11] Y. M. Pantintingan, S. A. Pasinringi, and R. Anggraeini, “Gambaran Motivasi Kerja perawat di Ruang Rawat Inap Rumah Sakit 

Universitas Hasanuddin,” Repos. Unhas, pp. 2–14, 2013. 

[12] W. Akmanda, “Gambaran Kepuasan Pasien Dalam Pelaksanaan Pelayanan Keperawatan Di Ruang Rawat Inap Rumah Sakit Umum 

Daerah Meuraxa Kota Banda Aceh,” Universitas Syiah Kuala, 2019. 

[13] Kusnanto, Pengantar Profesi & Praktik Keperawatan Profesional. Jakarta: EGC, 2004. 

[14] L. T. Wunadavalli, S. Satpathy, S. Satapathy, and R. K. Chadda, “Patient Satisfaction Scale for Hospitalized COVID -19 Patients : 

Development and Psychometric Properties,” vol. 9, pp. 1–10, 2022, doi: 10.1177/23743735221086762. 

[15] S. Imelda and E. Nahrisah, “Analisis Tingkat Mutu Pelayanan Rawat Inap Dalam Upaya Peningkatan Kepuasan Pasien Di Rsup 

Adam Malik Medan (Studi Perbandingan Antara Pasien Umum Dan Pasien Bpjs),” vol. 3, no. 3, 2015. 

[16] S. A. Primadita, “Hubungan Kinerja Perawat Dengan Tingkat Kepuasan Pasien Terhadap Pelayanan Keperawatan Di Puskesmas 

Rawat Inap Wilayah Kerja Kabupaten Nganjuk,” Universitas Brawijaya Malang, 2019. 

[17] M. Apriani and E. Sureskiarti, “Hubungan Kinerja Perawat Terhadap Daya Tanggap Mutu Pelayanan Keperawatan Di RSIA 

Quratta A ’ yun Samarinda Tahun 2020,” Borneo Student Res., vol. 2, no. 2, pp. 987–993, 2021. 

[18] M. Lely and T. Suryati, “Persepsi Pasien Rawat Jalan Terhadap Kualitas Pelayanan Di Rumah Sakit,” Bul. Penelit. Kesehat., vol. 

46, no. 4, pp. 239–246, 2018, doi: 10.22435/bpk.v46i4.33. 

[19] T. A. Bin Traiki et al., “Impact of COVID-19 pandemic on patient satisfaction and surgical outcomes : A retrospective and cross 

sectional study,” Ann. Med. Surg., vol. 58, no. August, pp. 14–19, 2020, doi: 10.1016/j.amsu.2020.08.020. 

[20] A. F. Sumadi et al., “Perbedaan Tingkat Kepuasan Pasien Jkn Dan Pasien Umum Terhadap Mutu Pelayanan Unit Rawat Inap : 

Literatur Review The Differences in the Satisfaction Level of JKN Patients and General Patients toward the Quality of Health 

Services in the Inpatient Unit : A,” pp. 86–97, 2018. 

[21] O. Supandri, O. Ketaren, And L. R. Veronika, “Perbedaan Kualitas Pelayanan Pada Pasien BPJS dan Pasien Umum Rawat Inap di 

Rumah Sakit Muhammadiyah Medah Tahun 2019,” vol. 3, no. 3, pp. 48–60, 2019. 

[22] A. Ayune, A. Saragih, E. D. Manalu, and P. Ariani, “Analisis Perbedaan Kualitas Pelayanan Pada Pasien Tuan Rondahaim 

Pamatang Raya,” Vol. 2, No. 1, Pp. 144–152, 2021. 

[23] B. Gavurova, J. Dvorsky, and B. Popesko, “Patient satisfaction determinants of inpatient healthcare,” Int. J. Environ. Res. Public 

Health, vol. 18, no. 21, 2021, doi: 10.3390/ijerph182111337. 

[24] L. M. Chen, J. D. Birkmeyer, S. Saint, and A. K. Jha, “Hospitalist Staffing and Patient Satisfaction in the National Medicare  

Population,” J. Hosp. Med., vol. 8, no. 3, pp. 126–131, 2013, doi: 10.1002/jhm.2001. 

[25] T. Schoenfelder, J. Klewer, and J. Kugler, “Factors Associated with Patient Satisfaction in Surgery: The Role of Patients 

Perceptions of Received Care, Visit Characteristics, and & Demographic Variables,” J. Surg. Res., vol. 164, no. 1, pp. e53–e59, 

Nov. 2010, doi: 10.1016/j.jss.2010.08.001. 

[26] S. Yuniarti, “Hubungan antara Kualitas Pelayanan Rumah Sakit dan Tingkat Kepuasan Pasien BPJS di Ruang Perawatan RSUD 

Sultan Syarif Alkadrie Kota Pontianak,” J. Untan, 2015. 

[27] Rama, “A Study on Statisfication of Patients With Reference to Hospital Services.,” Int. J. Bus. Econ. Manag. Res., 2011. 

 

 


