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Abstract

Patient satisfaction is an important indicator in assessing the quality of health services, including home
care services. This study aims to analyze the relationship between patient satisfaction and the quality of
home care services. The quality of service is measured through several dimensions, such as reliability,
responsiveness, assurance, empathy, and the physical aspects of the service. The research method used
is a survey with a quantitative approach, where data is collected through questionnaires given to
patients or families who use home care services. The results of the analysis showed a significant positive
relationship between service quality and patient satisfaction levels. The better the quality of service
provided by health workers, the higher the level of patient satisfaction. These findings confirm that
improving the quality of home care services, both in terms of professionalism of health workers and
ease of access to services, has a great effect on patient satisfaction. Therefore, home care service
providers need to continue to improve the quality of service to achieve optimal patient satisfaction. The
purpose of this study is to determine the relationship between patient satisfaction and the quality of
home care services in home care physiotherapy Pekanbaru. This type of research is quantitative with a
cross sectional design. The research instrument is in the form of a questionnaire. The research sample
amounted to 55 people who were taken by accidental sampling technique. Univariate and bivariate
data analysis uses chi-square tests. The results of the study showed that out of 55 respondents, almost
half of the respondents were known with patient satisfaction of 23 respondents (41.8%), service quality
of 37 respondents (67.3%).

Keywords: : patient satisfaction, service quality, home care, health services.

INTRODUCTION

Nursing services that are carried out independently or in groups to patients, are carried
out periodically and comprehensively with the aim of getting patients to get a better quality
of life. In an increasingly competitive business world, everyone must have creativity and
innovation in seizing business opportunities, including in the independent practice of quality
home care nurses (Sutrisno, 2022)

Health services, including home care services, are providing quality health services,
consistently higher than competitors. The key is to meet or exceed the patient's expectations
about the quality of service they receive. After receiving health services, the patient will
compare the services he experiences with the expected services. If the services experienced
are below the expected services, the patient is no longer interested in the health service
provider. If the services experienced meet or exceed expectations, they will use the health
service provider again (Supranto, 2019) This research is in line with research conducted by
Apriani et al., (2023) The results of the research obtained from the correlation test showed
that there was no relationship between the quality of homecare physiotherapy services and
patient satisfaction. Where the value of Sig. (2-tailed) in the Pearson correlation test between
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quality and satisfaction is 0.065 < 0.05, the relationship is considered insignificant or there is
no correlation between the two variables.

Patient satisfaction cannot be separated from the human resources provided by medical
personnel, one of which is medical personnel who are responsible for providing nursing
services. Nursing services themselves are one of the aspects that determine the positive or
negative image of a health service. Therefore, the quality of nursing services must be
maintained and improved as much as possible (Rusmana et al., 2023).

RESEARCH METHODS

The results of the study on the Relationship between Patient Satisfaction Level and the Quality
of Home Care Services in Home Care Physiotherapy Pekanbaru. Data collection in February
2025. This study used a questionnaire involving 55 respondents.

RESEARCH RESULTS

Tabel 1. Frequency Distribution of Respondents by Age
Quality of Service Frequency (f) Present %
Good 9 16,4
Enough 37 67,3

Less 9 16,4

Total 55 100

Source: Primary Data

Of the 55 respondents, more than half of the respondents were obtained with good service
quality as many as 37 respondents (67.3%).

Table 2. Satisfied patient satisfaction

Patient N Frequency P-Value
Satisfaction

Very satisfied 43 12 21,8
Satisfied 43 23 41,8
dissatisfied 43 20 36,4
Total 55 100

Source: Primary Data

55 respondents are known to be almost half of the respondents with satisfied
patient satisfaction of 23 respondents (41.8%).
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Tabel. 3. The Relationship between Patient Satisfaction Level and Quality of Home Care
Services at Pekanbaru Home Care Physiotherapy

Quality  Patient satisfaction P
Service Volue
Very % Satisfied % Dissatistied % Total %
satisfied
Good 3 333 4 444 2 222 9 100
Enough 8 21,6 15 40,5 14 37,8 37 100 0,783
Less 1 11,1 4 444 4 444 9 100
Total 12 21,8 23 351 20 364 55 100

Based on the results of the statistical test, table 3 shows the quality of service with
patient satisfaction at Physiotherapy home care Pekanbaru. Of the 9 respondents, the quality
of service was good in the range of very satisfied 3 respondents (33.3%), satisfied 4
respondents (44.4%), and 2 respondents were not satisfied (22.2%). Of the 37 respondents,
the quality of service was sufficient, 8 respondents (21.6%), 15 respondents (40.5%) were
very satisfied, and 14 respondents were dissatisfied (37.8%). Of the 9 respondents, the quality
of service was less than 1 respondent (11.1%), 4 respondents were satisfied (44.4%), and 4
respondents were dissatisfied (44.4%). The results of the chi-square statistical test obtained a
p value of 0.783 > 0.05 which means that HO is accepted, so it can be concluded that there is
no relationship between the level of patient satisfaction and the quality of home care services
at home care physiotherapy Pekanbaru.

DISCUSSION

Research Results of the Relationship between Patient Satisfaction Level and Quality
of Home Care Services in Home Care Physiotherapy Pekanbaru. The data can be used as a
reference, a benchmark, in conducting discussions and as the final result. The results of the
study showed that the results of the chi-square statistical test obtained a p value of 0.783 >
0.05 which means that HO was accepted, so it can be concluded that there is no relationship
between the level of patient satisfaction and the quality of home care services in home care
physiotherapy Pekanbaru.

This study is in line with research conducted by Apriani et al., (2023) the results of the
research obtained from the correlation test showed that there was no relationship between the
quality of homecare physiotherapy services and patient satisfaction. Where the value of Sig.
(2-tailed) in the Pearson correlation test between quality and satisfaction is 0.065 < 0.05, the
relationship is considered insignificant or there is no correlation between the two variables.
Patient satisfaction cannot be separated from the human resources provided by medical
personnel, one of which is medical personnel who are responsible for providing nursing
services. Nursing services themselves are one of the aspects that determine the positive or
negative image of a health service. Therefore, the quality of nursing services must be
maintained and improved as much as possible (Rusmana et al., 2023)

CONCLUSION

Based on the results of a study on the relationship between patient satisfaction level and
the quality of home care services in home care physiotherapy Pekanbaru. It can be concluded
as follows. The results of the study showed that out of 55 respondents, more than half of the
respondents were in early adulthood (46-55 years), 28 respondents (50.9%) and more than
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half of the respondents were female as many as 45 respondents (81.8%). The results of the
study showed that out of 55 respondents, more than half of the respondents were with good
service quality as many as 37 respondents (67.3%) and almost half of the respondents with
satisfied patient satisfaction as many as 23 respondents (41.8%). The results of the study
showed that from 55 respondents from the chi-square statistical test, a p value of 0.783 >
0.05 was obtained, which means that HO was accepted, so it can be concluded that there is
no relationship between the level of patient satisfaction and the quality of home care services
at home care physiotherapy Pekanbaru.

REFERENCES

1. Anugrah, N., State, 1., North, S., & Son, K. P. (2024). The Role of Family in Shaping
Personality in Naila's Preschool-Age Children. 4(1), 48-56.

2. Apriani, A. N., Rahmanto, S., & Utami, K. P. (2023). The Relationship of Physitherapy
Services Quality at The Homecare Level to Patient Satisfaction in Practice
Independent Physiotherapy Malang Raya. Journal of Nursing and Physiotherapy
(JKF), 5(2), 411-419. https://doi.org/10.35451/jkf.v512.1623

3. Asiva Noor Rachmayani. (2020). The Relationship between Entrepreneurial Spirit and
the Quality of Home Care Services. 15(1), 6.

4. Dedi setiawan, A. barkah. (2022). The Relationship of Family Support to Post-Stroke
Patient Motivation in Performing Physiotherapy Exercises at Sukmul Sisma Medika
Hospital, North Jakarta in 2022. Journal of Education and Counseling, 4, 54.
https://garuda.kemdikbud.go.id/documents/detail/2851964

5. Hardianto, Y., & Adliah, F. (2020). Effectiveness of Implementation of House Based
Stroke  Rehabilitation ~ Program in  Makassar.  Jiksh, 11(1), 18-23.
https://doi.org/10.35816/jiskh.v10i2.210

6. Rosnania, Afrida, M. N. S. N. (2023). MAKASSAR Abstract Article Info Overview
Of The Level Of Patient Satisfaction With Homecare Services In The Working Area
Of Bangkala Health Center , Makassar City Abstract Introduction Materials and
Methods Research Results. 18(May), 25-30.

7. Rovendra, E., Wulan Sari, N., DIII Physiotherapy, P., Bachelor of Midwifery, Faculty
of Health, P., Fort De Kock, U., & Correspondence, E. (2023). Counseling and
Physiotherapy Intervention with Movement and Function Disorders in the Elderly at
West Pasaman Hospital. Empowering Society Journal, 4(1), 37-47.

8. Rusmana, W. E., Setiatin, S., & Wijayanti, A. P. (2023). The Effect of Nurse
Responsiveness on Patient Satisfaction in the Inpatient Room. BSI Journal of Nursing,
11(2), 160—-1609. https://ejurnal.ars.ac.id/index.php/keperawatan/article/view/1423/812

9. Sri Kustiah, B. (2025). Overview of homecare service satisfaction. x.

10. Wilson Hasoloan Manik, J., Rahmansyah, B., Anggiat, L., Budhyanti, W., Susy
Manurung, N. A., Napitupulu, R. M., Puspa Juwita, C., & Bisa, M. (2021).
Examination of Movement and Function Conditions and Physiotherapy Treatment in
the Elderly at the Indonesian Bethel Church of the Bogor Lake Congregation. Journal
of Comunita Servizio, 1(2), 109-119.

11. Pasien, K. (2024). 1 IICCS , Vol.x, No.x, July xxxx, pp. 1~5. 1(2), 1-9.

12. Perceka, A. L., Sutrisno, A., Alfiyansah, R., & Erlinawati, N. A. (2022). Kepuasan
Pasien Terhadap Pelayanan Home Care Klinik Cahaya Insani Garut. Jurnal Medika
Cendikia, 9(1), 75—

13. 89. https://doi.org/10.33482/medika.v9i1.188

Vol 3 No 1 Tahun 2025

622


https://doi.org/10.33482/medika.v9i1.188

P

2025

THE 3™
NIHC THE 3R PAYUNG NEGERI INTERNATIONAL HEALTH

PROCEEDING OF

CONFERENCE

Integrated Innovation and Digital Technologies Enhance Sustainable Impact of Health Systems

14.

15.

16.

17.

Putri, N. R., Guspianto, G., & Hubaybah, H. (2022). Pengaruh Persepsi Mutu
Pelayanan Terhadap Tingkat Kepuasan Pasien di Puskesmas Sungai Tutung Tahun
2022. Jurnal Kesmas Jambi, 6(2), 7-16. https://doi.org/10.22437/jkmj.v6i2.19920
Sari, L. N., Erpidawati, E., & Susanti, E. (2019). Hubungan Kualitas Layanan
Terhadap Kepuasan Pasien. Jurnal Menara Medika, 1(2), 124-130.
https://www.jurnal.umsb.ac.id/index.php/menaramedika/article/view/2071

Sasarari, Z. A., Achmad, V. S., Naka, A. S. B., & Andani, N. (2023). The Effect of
Home Care Service Quality on Patient Satisfaction. Jurnal Edukasi Ilmiah Kesehatan,
1(2), 79-84. https://doi.org/10.61099/junedik.v1i2.19

Simangunsong, A. U., Arifah, D. F., & Ariswati. (2020). Pengaruh kepuasan pasien
terhadap minat kunjungan ulang di ruang rawat inap. Jurnal Kesmas Prima Indonesia,
6(2), 27-37.

Vol 3 No 1 Tahun 2025

623


https://doi.org/10.22437/jkmj.v6i2.19920
https://www.jurnal.umsb.ac.id/index.php/menaramedika/article/view/2071
https://doi.org/10.61099/junedik.v1i2.19

