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K epuasan pelanggan menjadi aspek yang sangat penting sehingga harus dikel oladengan baik. Rendahnya
kepuasan dalam suatu proses layanan rumah sakit dapatberdampak tidak tersel esaikannya pembayaran oleh
pasien (minggat), yang berimbaspada pasien tidak akan datang kembali atau terjadi kehilangan pelanggan.
Beberapamasal ah yang masih sering dikeluhkan oleh pasien adalah |lamanya waktu tunggu.Waktu tunggu
dicari dengan melakukan pengamatan terhadap pasien yang melakukanproses pelayanan di rawat jalan,
kemudian diukur kepuasannya, dan ditanyakan pulamengenai niat kunjugan ulangnya. Disimpulkan bahwa
waktu tunggu pelayananrawat jalan rata-rata masih diatas standar yang ditetapkan dan adanya
hubungansignifikan antara kepuasan dan niat kunjungan ulang.Kata Kunci: minggat, waktu tunggu,
kepuasan pelanggan, niat kunjungan ulang<hr /><em> Customer satisfaction become a very important
aspect so that it must be managed bywell, because it is as promotion media for hospitals (mouth to
mouth).Dissatisfaction in the process of hospital services have affect on do not completion ofthe payment by
the patient who run away, that it will have impact on patients will notcome back or losing customers. Some
problems was still frequently complained bythe patient is the waiting time is too long. The waiting time was
analyzed by observeon the patients who was undergoing outpatient services, and then measured
theirsatisfaction, and also asked about their intentions to re-visit. It can be concluded thatthe waiting time
was still above average standards and there is significant correlationbetween satisfaction and re-visit
intentions .Keywords: run away, waiting time, customer satisfaction, re-visit intention</em>
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