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Wahyu Wening Widyastuti 

Per
pu

sta
ka

an

Univ
er

sit
as

 Je
nd

er
al 

Ach
m

ad
 Y

an
i

Yog
ya

ka
rta



vi 

 

 

 

 

DAFTAR ISI 

 

 

 
HALAMAN JUDUL............................................................................................. i 

HALAMAN PENGESAHAN .............................................................................. ii 

HALAMAN PERNYATAAN ............................................................................. iii 

PRAKATA ......................................................................................................... iv 

DAFTAR ISI ...................................................................................................... vi 

DAFTAR TABEL............................................................................................. viii 

DAFTAR GAMBAR .......................................................................................... ix 

DAFTAR LAMPIRAN ........................................................................................ x 

INTISARI ........................................................................................................... xi 

ABSTRACT ........................................................................................................ xii 

BAB I PENDAHULUAN .................................................................................... 1 

A. Latar Belakang ............................................................................................ 1 

B. Rumusan Masalah ........................................................................................ 2 

C. Tujuan Penelitian ......................................................................................... 2 

1. Tujuan Umum ........................................................................................... 2 

2. Tujuan Khusus .......................................................................................... 2 

D. Manfaat Penyusunan Literature Review ....................................................... 2 

1. Bagi rumah sakit ....................................................................................... 2 

2. Bagi Institut Pendidikan ............................................................................ 2 

3. Bagi Peneliti Lain ..................................................................................... 2 

BAB II TINJAUAN PUSTAKA .......................................................................... 3 

A. Tinjauan Teori ............................................................................................. 3 

1. Pengertian Rumah Sakit ............................................................................ 3 

2. BPJS Kesehatan ........................................................................................ 3 

3. Kepuasan Pasien ....................................................................................... 4 

4. Dimensi Mutu Pelayanan .......................................................................... 4 

B. Kerangka Konsep......................................................................................... 6 

BAB III METODE ............................................................................................. 7 

A. Strategi Pencarian Literatur ......................................................................... 7 

Per
pu

sta
ka

an

Univ
er

sit
as

 Je
nd

er
al 

Ach
m

ad
 Y

an
i

Yog
ya

ka
rta



vii 

 

 

1. Protokol Registrasi .................................................................................... 7 

2. Database dan Search Engine ..................................................................... 7 

3. Kata kunci yang digunakan ....................................................................... 7 

B. Kriteria Inklusi dan Eksklusi (PICO)............................................................ 8 

C. Seleksi Studi dan Penilaian Kualitas ............................................................ 9 

1. Hasil Pencarian dan Seleksi Studi ............................................................. 9 

2. Penilaian kualitas .................................................................................... 10 

BAB IV HASIL DAN ANALISIS ..................................................................... 11 

A. Hasil .......................................................................................................... 11 

B. Analisis...................................................................................................... 14 

1. Dimensi kepuasan kualitas pelayanan Tangibles ..................................... 14 

2. Dimensi kepuasan kualitas pelayanan Reability ....................................... 14 

3. Dimensi kepuasan kualitas pelayanan Responsiveness ............................. 14 

4. Dimensi kepuasan kualitas pelayanan Assurance..................................... 15 

5. Dimensi kepuasan kualitas pelayanan Empathy ....................................... 15 

BAB V PEMBAHASAN ................................................................................... 16 

A. Hubungan Kualitas PelayananTangibles .................................................... 16 

B. Hubungan Kualitas Pelayanan Reability ..................................................... 16 

C. Hubungan Kualitas Pelayanan Responsiveness ........................................... 17 

D. Hubungan Kualitas Pelayanan Assurance .................................................. 17 

E. Hubungan Kualitas Pelayanan Empathy ..................................................... 18 

BAB VI KESIMPULAN DAN SARAN ............................................................ 20 

A. Kesimpulan ............................................................................................... 20 

B. Saran ......................................................................................................... 20 

DAFTAR PUSTAKA ........................................................................................ 21 

L A M P I R A N................................................................................................ 22 

Per
pu

sta
ka

an

Univ
er

sit
as

 Je
nd

er
al 

Ach
m

ad
 Y

an
i

Yog
ya

ka
rta



viii 

 

 

 
 

DAFTAR TABEL 

 
 

Tabel 3. 1 Database .............................................................................................. 7 

Tabel 3. 2 Kata Kunci .......................................................................................... 7 

Tabel 3. 3 Kriteria Inklusi dan Eksklusi................................................................ 8 

Tabel 3. 4 Penilaian Kualitas .............................................................................. 10 

Tabel 4. 1 Hasil Literature Review ..................................................................... 11 

Per
pu

sta
ka

an

Univ
er

sit
as

 Je
nd

er
al 

Ach
m

ad
 Y

an
i

Yog
ya

ka
rta



ix 

 

 

 

 

DAFTAR GAMBAR 

Gambar 2. 1 Kerangka Teori ................................................................................ 6 

Gambar 3. 1 Hasil Pencarian Seleksi Studi ........................................................... 9 

Per
pu

sta
ka

an

Univ
er

sit
as

 Je
nd

er
al 

Ach
m

ad
 Y

an
i

Yog
ya

ka
rta



x 

 

 

DAFTAR LAMPIRAN 

Lampiran 1. Screenshoot Database .................................................................... 23 

Lampiran 2. Checklist Prisma Jurnal 1 ............................................................... 24 

Lampiran 3. Checklist Prisma Jurnal 2 ............................................................... 27 

Lampiran 4. Checklist Prisma Jurnal 3 ............................................................... 30 

Lampiran 5. Checklist Prisma Jurnal 4 ............................................................... 33 

Lampiran 6. Checklist Prisma Jurnal 5 ............................................................... 36 

Lampiran 7. Ekstraksi Data ................................................................................ 39 

Lampiran 8. Critical Appraisal .......................................................................... 40 

Lampiran 9. Lembar Persetujuan Ujian Proposal ................................................ 45 

Lampiran 10. Lembar ACC Ujian Proposal ........................................................ 46 

Lampiran 11. Lembar Persetujuan Ujian Hasil ................................................... 47 

Lampiran 12. Lembar Bimbingan ....................................................................... 48 

Lampiran 13. Lembar Mengikuti Ujian Sempro ................................................. 50 

Lampiran 14. Hasil Cek Plagiarism ................................................................... 51 

Per
pu

sta
ka

an

Univ
er

sit
as

 Je
nd

er
al 

Ach
m

ad
 Y

an
i

Yog
ya

ka
rta


	HALAMAN PERNYATAAN
	PRAKATA
	DAFTAR ISI
	DAFTAR TABEL
	DAFTAR GAMBAR
	DAFTAR LAMPIRAN

