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INTRODUCTION

Basic Health Research Data in 2018 in West Java province recorded that 45.7% of the
population experienced dental cavities, 19.9% of the population experienced missing teeth, 4.8% of
the population had their teeth filled with cavities, and 10.7 % of people experience loose teeth. As
for those who get dental and oral health services from medical personnel, only 10.2% (Kemenkes RI,
2018). Dental and oral care has a role in improving the appearance of teeth and creating a high sense
of self-confidence, not just treating it. Improving the dental health status of the community is also
important to pay attention to the health services provided by medical personnel.

Health services in the era of the Covid-19 pandemic are different from the situation before the
Covid-19 pandemic. Health care facilities will prepare stricter security procedures with standard-
compliant health service protocols with the aim of reducing the transmission of Covid-19 (Gaffar, et
al., 2020; Ministry of Health of the Republic of Indonesia, 2021; Parvale & Osmani, 2022). A period
of adaptation to new habits, namely changes in people's daily lives in carrying out normal activities
but with different situations side by side with the presence of the Covid-19 virus. Providing health
services during the adaptation period of new habits must also be of high quality (Barabari &
Moharamzadeh, 2020). Patient satisfaction is a measure of how much the patient is satisfied with the
health services received (Bansal, et al., 2019). Patient satisfaction is an important goal related to care
and a means to increase patient commitment. The satisfaction given is important for the
improvement of health services in the future (Quadri, et al., 2018). Dental complaints and
dissatisfaction given can make patients experience a sense of anxiety and make patients afraid to do
dental treatment again (Nurhaeni & Abdullah, 2018).

The results of research by Raharja et al., (2018) regarding the description of the level of patient
satisfaction with the quality of health services at the Dental and Oral Polyclinic of the Puri Raharja
General Hospital, give a percentage result on the quality of health services, most patients are satisfied
with 86.4% in terms of patient satisfaction with physical appearance is 51.5%, reliability is 98.5%,
speed is 97%, assurance is 98.5%, and empathy dimension is 97%. Research conducted by Meilasari
et al., (2018) regarding the level of satisfaction of adult patients on panoramic radiography services
at the Radiology Installation of the Maranatha Dental and Oral Hospital gave percentage results on
the reliability dimension (reliability) of 95.25%, tangibles (appearance) of 95.25%. 100%, assurance
(guarantee/belief) of 94.6%, responsiveness (responsiveness) of 100%, and empathy (attention) of
100% stated that respondents were satisfied with the services provided.

Health services provided by health workers can affect patient satisfaction. Patient satisfaction
assessment in this study is very useful for evaluation in the management of the health care system.
This study is different from previous research because this study discusses three aspects studied,
namely aspects of facilities, empathy and assurance during the adaptation period of new habits in
this Covid-19 pandemic era. This study aims to determine the level of patient satisfaction with health
services at the clinic of the Department of Dental Health (JKG) Poltekkes Kemenkes Bandung during
the adaptation of new habits in the era of the Covid-19 pandemic.

RESEARCH METHOD

The research method is analytic with cross sectional design. The study was conducted in
March - April 2022 at the JKG Clinic, Poltekkes, Ministry of Health, Bandung. The sample in this
study were patients who received health services at the Bandung Dental Health Department clinic
which were selected by purposive sampling totaling 40 respondents. Data collection was obtained
from questionnaires using google form. Measurement of satisfaction is classified into categories,
namely very satisfied = 76-100, satisfied = 51-75 and dissatisfied = 0-49 (Sugiyono, 2019).

The analysis of hypothesis testing in this study uses the Spearman Rank correlation. This
research has received approval for research ethics feasibility from the Health Research Ethics
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Commission of the Health Polytechnic of the Ministry of Health Bandung with letter no.: No.
34/KEPK/EC/111/2022.

RESULTS AND DISCUSSIONS

Result
The study was conducted at the JKG Clinic, Poltekkes, Ministry of Health, Bandung in March - April
2022 with a total of 40 respondents. There are three indicators to assess the level of patient
satisfaction, namely in terms of facilities, empathy, and assurance.
Table 1. Frequency Distribution of Respondents' Characteristics in the Clinic of the Department of
Dental Health Poltekkes Kemenkes Bandung

Categorical Frequency Percentage (%)
Respondent's Age
14-23 Year 39 97,5
49 Year 1 2,5
Respondent's Gender
Man 18 45,0
Woman 22 55,0

Table 1 shows that most of the respondents are in the age range of 14-23 years, namely 39
people and more women, amounting to 22 people.
Table 2. Patient Satisfaction with Aspects of Facilities at the Clinic of the Department of Dental
Health Poltekkes Kemenkes Bandung

Satisfaction Level Frequency Percentage (%)
Not satisfied 0 0
Satisfied 5 2,5
Very satisfied 35 87,5
Total 40 100,0

Table 2 describes patient satisfaction in terms of the facilities available at the JKG Clinic,
Poltekkes, Ministry of Health, Bandung, as many as 35 (87.5%.) respondents stated that they were
very satisfied.

Table 3. Patient Satisfaction with Empathy Aspects at the Dental Health Department Clinic,
Poltekkes Kemenkes Bandung

Satisfaction Level Frequency Percentage (%)
Not satisfied 0 0
Satisfied 2 5,0
Very satisfied 38 95,0
Total 40 100,0

Table 3 describes patient satisfaction in the aspect of empathy at the JKG Clinic, Poltekkes, Ministry
of Health, Bandung, almost all of the respondents stated that they were very satisfied with the
percentage of 95%.
Table 4. Patient Satisfaction with Aspects of Assurance at the Clinic of the Department of Dental
Health Poltekkes Kemenkes Bandung

Satisfaction Level Frequency Percentage (%)
Not satisfied 0 0
Satisfied 2 5,0
Very satisfied 38 95,0
Total 40 100,0

Based on table 4 obtained data on patient satisfaction in the assurance aspect at the JKG Clinic,
Poltekkes Kemenkes Bandung, as many as 38 (95%) respondents stated that they were very satisfied
with the guarantee aspect provided by students as operators.

Science Midwifery, Vol.10, No. 4, October 2022: pp 3184-3191



Science Midwifery ISSN 2086-7689 (Print) | 2721-9453 (Online) x 3187

Table 5. Relationship of Facilities, Empathy, and Guarantees with Patient Satisfaction Levels at the
Dental Health Department Clinic, Health Poltekkes, Ministry of Health, Bandung

Variable P Correlation coefficient
Facility 0,000 0.519

Empaty 0,000 0.707

Jaminan 0,000 0.707

Table 5 states that there is a relationship between facilities, empathy, and assurance with the
level of satisfaction, the value of significancy (p = 0.000 <0.05) with the facility correlation coefficient
value shows the results of 0.519 which means the relationship is strong. Empathy and assurance
show a correlation coefficient value of 0.707 which means the relationship between the two variables
is very strong,.

Discussion

Health services that provide a sense of satisfaction to someone according to established service
standards can be called quality health services. In realizing patient satisfaction, it is very important
to pay attention to the quality of services provided. The level of customer satisfaction with the
services provided can reduce the number of complaints and increase patient visits

The characteristics of respondents who received treatment at the JKG Clinic, Poltekkes,
Ministry of Health, Bandung, were 97.5% aged 14-23 years and the sex was mostly female, 55% (table
2.). According to research conducted by Rizal & Jalpi, (2018) at the Banjarmasin City Health Center,
it was found that age and gender are variables that influence the action to seek treatment. Patients
as users of health services want quality health services, not only physical healing, but also regarding
the attitudes, guarantees, knowledge, and skills of officers in providing services and the availability
of adequate facilities and infrastructure that can provide a sense of comfort. Astuti, et al., 2020). There
are three indicators of satisfaction assessed by respondents in this study, namely in the dimensions
of facilities, empathy, and assurance as follows:

Facility Dimension

Respondents assessed that the JKG Clinic, Poltekkes, Ministry of Health, Bandung, had
adequate facilities and infrastructure and complete medical equipment. The value of facilities and
infrastructure is very good and very satisfied. based on direct observation that the equipment used
is adequate, good, and clean. In addition, always maintain the sterility of the room and existing
equipment. During the Covid-19 pandemic, the practice room must remain sterile and always
disinfect the room before and after use and clean and sterile tools and materials needed for dental
procedures. Limiting the maximum number of patients who can visit and perform treatment in
accordance with the number of rooms available (Barabari & Moharamzadeh, 2020; Celik, et al., 2021).

The results of this study are in line with research by Nurhaeni & Abdullah, (2018) at the
Bangkala Health Center, Jeneponto Regency, the total score based on direct evidence (facilities)
showed 27 patients were very satisfied (80.8%). This study is also in line with research conducted by
Raharja et al., (2018) at the Dental and Oral Polyclinic of Puri Raharja General Hospital which stated
that as many as 34 patients were satisfied in the dimensions of the facility. This is also in line with
research conducted by Meilasari et al., (2018) at the Radiology Installation of the Maranatha Dental
and Oral Hospital, a score of 100% was obtained which means that it has a high level of satisfaction
in the aspect of facilities.

The results showed a strong relationship between the two variables. This is also in line with
research conducted by Jalias et al., (2020) at the Tamalate Health Center Makassar showing a
coefficient of 0.493 with a significance of 0.000, which means that the coefficient value is positive and
has a significance value of 0.000 <0.05. Which means that the quality of dental and oral health
services on the dimensions of physical appearance is good, the patient will feel satisfied with the
service. Research conducted by Aquino etal., (2021) at the Dental and Oral Polyclinic of Bhayangkara
Tk II Hospital Medan showed that there was a significant relationship between direct evidence and
dental polyclinic patient satisfaction, where p value = 0.0000 < 0, 05 and has a strong relationship (r
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= 0.562) and has a positive pattern, meaning that the better the appearance, the better the satisfaction
of dental clinic patients.

Patient satisfaction is very dependent on the physical appearance contained in health facilities,
the better the physical appearance displayed, the higher patient satisfaction will be obtained or vice
versa (Aulia, et al., 2017). Facilities are things that can be seen and felt directly. If the condition of the
facility is clean, neat, and orderly, a person will have a sense of comfort that can foster a sense of
patient trust (Ghanbarzadegan, et al., 2021). The results of this study got good results because most
of the respondents stated that they were very satisfied with the aspects of the facilities contained in
the JKG Clinic Poltekkes Kemenkes Bandung which can be seen and felt in terms of the location of
the clinic which is easily accessible by other transportation, there is adequate parking space, the
availability of places hand washing and hand sanitizer which is very important during the Covid-19
pandemic, trash cans are in good condition (clean and closed), waiting rooms look clean and have
good air circulation, toilets are available, dental and oral care rooms look clean and according to
standards During the Covid-19 pandemic, the dental unit (dental chair) was clean and comfortable,
and the types of equipment were adequate.

Dimensions of Empathy (Empathy)

The results of this study indicate that students as operators when carrying out treatments run
well and are responsible and always provide clear information about the condition or dental health
complaints in patients who make patients feel very satisfied with the services provided. To maintain
the quality of health services, it is better for students in providing care to meet the needs of patients
and be responsible at work so that patients feel satisfied. Important aspects in determining the
quality of service, in working calmly, communicating with patients well, having a good appearance,
and being able to handle patient complaints will be satisfaction for patients when receiving treatment
(Alhozdqi, et al., 2021)

The results of this study are in line with research conducted by Yunus & Asriyadi, (2018) at
the Dental and Oral Hospital, Hasanuddin University that 75 patients (80.6%) chose to be very
satisfied in the empathy aspect. conducted by Putri et al., (2019) at the Dental and Oral Polyclinic of
the Badung Mangusada Hospital that in the aspect of empathy as many as 65 patients (59.1%) also
stated that they were very satisfied. And research conducted by Wulan et al., (2019) at the first level
of the Dental Poly Health Center IV Denpasar Selatan also showed that most of the patients as many
as 32 people stated that they were very satisfied in the empathy aspect.

The results of this study also show a very strong relationship between the two variables. This
is also in line with research conducted by Jalias et al., (2020) at the Tamalate Public Health Center
Makassar showing the coefficient result of 0.523 with a significance of 0.000, which means that it is
positive and the quality of dental and oral health services has a good empathy dimension, so the
patient will feel satisfied. Research conducted by Afrioza & Baidillah, (2021) at the Sepatan Health
Center showed a p-value of 0.034 with a correlation of 0.233 which means there is a relationship.

Empathy is related to how health workers communicate to patients and how health services
will be provided (Quasri, et al., 2018). In this study, most of the respondents stated that they were
very satisfied in the aspect of empathy obtained from students who served as operators at the
Bandung Dental Health Clinic. The assessment of the empathy aspect in this study was assessed
from the operator who always paid attention to complaints, patient needs, always gave a smile to
the patient, and communicated politely in clear language. The politeness and friendliness of the
operator can be seen from how to greet patients and communicate between patients and health
workers, so that patients feel that the quality of service provided is very good and gives a sense of
satisfaction.

When the patient's assessment is not satisfied, especially in terms of not listening to patient
complaints, the patient feels that his needs are not being responded to. A patient who feels cared for
by the officer will lead to a sense of satisfaction in the patient. Therefore, patient-focused services,
health workers must have a high empathy attitude because this is important so that patients always
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feel cared for and served their needs so that patients become satisfied (Eslamipou, et al., 2018; Jalias,
etal., 2020).
Dimensions of Assurance (Assurance)

Aspects of the dimensions of assurance in this study received a good response, most of the
respondents stated that they were very satisfied with the aspect of guarantees obtained from
students as operators of dental and oral health services at the JKG Clinic, Poltekkes, Ministry of
Health, Bandung. Patients feel that the quality of service provided is very good, operators with good
abilities and knowledge and are skilled in carrying out their duties, operators who are honest,
trustworthy, polite, and friendly. In addition, patients feel safe and comfortable because there is a
guarantee of privacy and confidentiality during examinations or consultations, full responsibility in
carrying out their duties and the creation of a family atmosphere between health workers and
patients. The results of this study are in line with research conducted by Nurhaeni & Abdullah,
(2018) at the Bangkala Health Center, Jeneponto Regency that as many as 112 (94.1%) expressed
satisfaction. This is also in line with research conducted by Anggia et al., (2020) at the Dental Clinic
at the Zamrud Clinic and Asyifa Medika Clinic Padang that most of the respondents (45.1%) stated
that they were satisfied with the guarantee aspect. Guarantees are also assessed from the patient's
sense of security with the behavior and actions of health workers, skilled nurses and able to serve
patients, patient confidentiality is maintained, treatment according to needs, doctor's actions are
believed to be free from danger and doubt. In a study conducted by Sadaningsih et al., (2022) at the
Dental Polyclinic of the Kindergarten Hospital. IV Samarinda also showed that overall 93.93% of
respondents gave a very good assessment and were very satisfied with the quality of service in terms
of guarantees.

The results of this study also show a very strong relationship between the guarantee variable
and the level of satisfaction. This is also in line with the research conducted by Aquino et al., (2021)
at the Dental and Oral Polyclinic of Bhayangkara Tk II Hospital Medan which showed significant
results between assurance and dental polyclinic patient satisfaction, where p value = 0.0100 <0 0.05
with a correlation of 0.335 and a positive pattern, meaning that the better the guarantee, the better
the satisfaction of dental clinic patients. Research conducted by Afrioza & Baidillah, (2021) at the
Sepatan Health Center showed that the p-value of 0.040 <0.05 means that there is a relationship
between the level of satisfaction and the dimension of assurance.

This assurance dimension relates to how health service delivery follows agreed health care
standards which include compliance, accuracy, truth and consistency, and confidentiality (Herkrath,
etal., 2020; Jalias, et al., 2020). Assurance includes the ability of health workers to generate confidence
and trust in patients, this is related to the level of patient satisfaction (Bansal, et al., 2018; Caramida,
et al., 2021; Sofyana, et al., 2020). Guarantees for the services provided are determined by a service
performance, which can be believed that health workers are capable of providing independent,
reliable, and professional services which will have an impact on the satisfaction of services received
(Afrashtehfar, et al., 2020; Amorim, et al., 2019; Astuti, et al., 2020; Valdez, et al., 2020).

Indicators of patient satisfaction who visit and perform treatment at the JKG Clinic, Poltekkes,
Ministry of Health, Bandung, which are assessed from the aspect of facilities, empathy, and
guarantees, get the results that most patients are very satisfied. Qualified health workers who are
supported by adequate facilities create a sense of security and comfort for patients which will make
patients very satisfied with the services they receive and can increase the public's desire to have their
teeth and mouth checked again. Nursing services are carried out directly to clients with the aim of
meeting needs, in order to deal with problems that exist in clients. Quality health services according
to patient or community perceptions are services provided in accordance with their expectations
such as friendliness, responsiveness, comfort, speed of service provided (Syafrudin, et al., 2014).
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CONCLUSION

Most of the patients were very satisfied with the health services they received at the JKG Clinic,
Poltekkes, Ministry of Health, Bandung. The level of patient satisfaction is influenced by aspects of
facilities, empathy, and assurance. To increase patient satisfaction with dental health services at the
JKG Clinic, Poltekkes, the Ministry of Health, Bandung, it can be done by continuous evaluation to
maintain the quality of services that are already good, one of them is by providing a suggestion box.

References

Afrioza, S., & Baidillah, I. (2021). Hubungan Tingkat Kepuasan Pasien Terhadap Pelayanan Kesehatan di
Puskesmas  Sepatan.  Journal ~Of Nursing Practice and  Education, 01(02), 169-180.
https://doi.org/10.34305/JNPE.V112.305

Amorim, L. P.,, Senna, M., Alencar, G. P., Rodrigues, L. G., de Paula, J. S., & Ferreira, R. C. (2019). User
satisfaction with public oral health services in the Brazilian Unified Health System. BMC oral
health, 19(1), 126. https:/ /doi.org/10.1186/s12903-019-0803-8

Anggia, P, Yandi, S., & Mahata, I. B. E. (2020). Kepuasan Pasien Badan Penyelenggara Jaminan Sosial Kesehatan
(BPJS Kesehatan) Terhadap Kualitas Dua Fasilitas Pelayanan Kesehatan Gigi. Padjadjaran Journal of
Denal Researcher and Student, 4(2), 43-50. https:/ /doi.org/10.24198 / pjdrs.v3i2.25763

Alhozgi, A., Feine, ]. S., Tanwir, F., Shrivastava, R., Galarneau, C., & Emami, E. (2021). Rural-urban disparities
in patient satisfaction with oral health care: a provincial survey. BMC oral health, 21(1), 261.
https:/ /doi.org/10.1186/512903-021-01613-0

Aquiono, C. C,, pane, M., Harianja, E., Nababan, D., & Bancin, D. (2021). Analisis Kualitas Pelayanan Kesehatan
Dengan Tingkat Kepuasan Pasien di Poliklinik Gigi dan Mulut Rumah Sakit Bhayangkara TK Il Medan
Tahun 2021. Journal of Healthcare Technology and Medicine, 7(2).
https:/ /doi.org/10.33143 /jhtm.v7i2.1637

Astuti, S., Nyorong, M., & Januariana, N. E. (2020). Pengaruh Pelayanan Kesehatan Gigi Dan Mulut Terhadap
Kepuasan Pasien Di Puskesmas Sentosa Baru Kota Medan. Jurnal Kesmas Prima Indonesia, 2(2), 26-37.
https:/ /doi.org/10.34012/jkpi.v2i2.976

Afrashtehfar, K. 1., Assery, M., & Bryant, S. R. (2020). Patient Satisfaction in Medicine and Dentistry. International
journal of dentistry, 6621848. https://doi.org/10.1155/2020/6621848

Aulia, R., Adhani, R., Taufiqurrahman, I., & Hatta, I. (2017). Pengaruh Kualitas Pelayanan Kesehatan Gigi dan
Mulut Terhadap Kepuasan Pasien BPJS di Layanan Primer Banjarmasin. DENTINO Jurnal Kedokteran
Gigi, 11(1), 95-100. http:/ / dx.doi.org/10.20527 / dentino.v2i1.2608.g2266

Bansal, M., Gupta, N., Saini, G. K., & Sharma, N. (2018). Satisfaction level among patients visiting a rural dental
institution toward rendered dental treatment in Haryana, North India. Journal of education and health
promotion, 7, 81. https:/ /doi.org/10.4103 /jehp.jehp_20_18

Barabari, P., & Moharamzadeh, K. (2020). Novel Coronavirus (COVID-19) and Dentistry-A Comprehensive
Review of Literature. Dentistry journal, 8(2), 53. https:/ /doi.org/10.3390/dj8020053

Cdramidd, M., Tancu, A., Imre, M., Dumitrache, M. A., Mihai, C., & Sfeatcu, R. (2021). Patients' Perspective on
Their Experience of Dental Treatments Covered by Public Health Insurance in Romania-A Pilot
Study. International ~ journal — of  environmental  research  and  public  health, 19(1), 272.
https:/ /doi.org/10.3390/ijerph19010272

Celik, O. E., & Cansever, I. H. (2021). Evaluation of the effects of the COVID-19 pandemic on dentistry. Clinical
and experimental dental research, 7(6), 943-950. https:/ /doi.org/10.1002/ cre2.466

Eslamipour, F., Heydari, K., Ghaiour, M., & Salehi, H. (2018). Access to dental care among 15-64 year old
people. Journal of education and health promotion, 7, 46. https:/ /doi.org/10.4103 /jehp.jehp_99_17

Gaffar, B., Alhumaid, J., Alhareky, M., Alonaizan, F., & Almas, K. (2020). Dental Facilities During the New
Corona Outbreak: A SWOT Analysis. Risk management and healthcare policy, 13, 1343-1352.
https:/ /doi.org/10.2147/RMHP.S265998

Ghanbarzadegan, A., Bastani, P., Luzzi, L., & Brennan, D. (2021). Inequalities in utilization and provision of
dental services: a scoping review. Systematic reviews, 10(1), 222. https:/ /doi.org/10.1186/s13643-021-
01779-

Science Midwifery, Vol.10, No. 4, October 2022: pp 3184-3191


https://doi.org/10.34305/JNPE.V1I2.305
https://doi.org/10.1186/s12903-019-0803-8
https://doi.org/10.24198/pjdrs.v3i2.25763
https://doi.org/10.1186/s12903-021-01613-0
https://doi.org/10.33143/jhtm.v7i2.1637
https://doi.org/10.34012/jkpi.v2i2.976
https://doi.org/10.1155/2020/6621848
http://dx.doi.org/10.20527/dentino.v2i1.2608.g2266
https://doi.org/10.4103/jehp.jehp_20_18
https://doi.org/10.3390/dj8020053
https://doi.org/10.3390/ijerph19010272
https://doi.org/10.1002/cre2.466
https://doi.org/10.4103/jehp.jehp_99_17
https://doi.org/10.2147/RMHP.S265998
https://doi.org/10.1186/s13643-021-01779-
https://doi.org/10.1186/s13643-021-01779-

Science Midwifery ISSN 2086-7689 (Print) | 2721-9453 (Online) £r 3191

Herkrath, F.J., Vettore, M. V., & Werneck, G. L. (2020). Utilisation of dental services by Brazilian adults in rural
and urban areas: a multi-group structural equation analysis using the Andersen behavioural
model. BMC public health, 20(1), 953. https:/ / doi.org/10.1186/s12889-020-09100-x

Jalias, S., Arman & Idris, F. P. (2020). Pengaruh Mutu Pelayanan Kesehatan Gigi Dan Mulut Terhadap Minat
Kembeali Pasien Melalui Tingkat Kepuasan Di Puskesmas Tamalate Makassar 2020. Journal of Muslim
Community Health, 1(2), 37-49. https:/ /doi.org/10.52103 /jmch.v1i2.243

Kementerian Kesehatan RI. 2018. Laporan Nasional RISKESDAS 2018. In Kementrian Kesehatan RI.
https:/ / dinkes.kalbarprov.go.id/ wp-content/uploads/2019/03 /Laporan-Riskesdas-2018-
Nasional.pdf

Kementerian Kesehatan RI. 2021. Pedoman Pelayanan Rumah Sakit Pada Masa Pandemi Covid-19 (Revisi 1). Jakarta:
Direktorat Jenderal Pelayanan Kesehatan.

Meilasari, W., Suwindere, W., & Polii, H. (2018). Tingkat Kepuasan Pasien Dewasa Pada Pelayanan Radiografi
Panoramik Di Instalasi Radiologi Rumah Sakit Gigi Dan Mulut Maranatha. Padjadjaran Journal of Dental
Researchers and Students, 2(2), 87. https:/ /doi.org/10.24198 / pjdrs.v2i2.22511

Nurhaeni & Abdullah, N. (2018).Tingkat Kepuasan Pasien Terhadap Pelayanan Kesehatan Gigi Dan Mulut Di
Puskesmas Bangkala Kabupaten Jeneponto. Media Kesehatan Gigi, 17(2).
https:/ /doi.org/10.32382 /mkg.v17i2.

Parvaie, P., & Osmani, F. (2022). Dentistry during COVID-19: patients' knowledge and satisfaction toward
health protocols COVID-19 during dental treatment. European journal of medical research, 27(1), 3.
https://doi.org/10.1186/s40001-021-00629-

Putri, P., Handoko, S. A., Nopiyani, N. M., Utami, N. W., Pertiwi, N. K. (2019). Tingkat Kepuasan Pasien
Jaminan Kesehatan Nasional Terhadap Mutu Pelayanan Kesehatan Gigi Dan Mulut Di Poliklinik Gigi
Dan  Mulut RSUD  Badung  Mangusada.  Bali  Dental  Journal, 3,  103-113.
https://doi.org/10.37466/bdj.v3i2.33

Quadri, F. A, Jafari, F. A., Albeshri, A. T., & Zailai, A. M. (2018). Factors influencing Patients' Utilization of
Dental Health Services in Jazan, Kingdom of Saudi Arabia. International journal of clinical pediatric
dentistry, 11(1), 29-33. https:/ / doi.org/10.5005/jp-journals-10005-1479

Raharja, Y. D., Kusumadewi, S., & Astiti, D. P. (2018). Gambaran Tingkat Kepuasan Pasien Terhadap Kualitas
Pelayanan Kesehatan Di Poliklinik Gigi Dan Mulut Rumah Sakit Umum Puri Raharja. ODONTO :
Dental Journal, 5(1), 34. https:/ /doi.org/10.30659/ 0dj.5.1.34-44

Rizal, A & Jalpi A. (2018).Analisis Faktor Internal Penentu Kepuasan Pasien Puskesmas Kota Banjarmasin. Al-
Ulum: Jurnal Sains dan Teknologi, 4(1) 1-6 https:/ / ojs.uniska-bjm.ac.id/index.php/JST /issue/view /238

Sadaningsih, D. P., Listiyawati, & Irsal, I. (2022). Gambaran Tingkat Kepuasan Mutu Pelayanan Poliklinik Gigi
Rumah Sakit TK. IV Samarinda Selama Masa Pandemi COVID-19. Jurnal Sains Dan Kesehatan, 4(1),
242-247. https:/ / doi.org/10.25026 /jsk.v4i1.1097

Sofyana, C. R, Harahap, J., & Zein, U. (2020). Analisis Kualitatif Kepuasan Pasien Terhadap Pelayanan
Kesehatan Gigi Di Poli Klinik Gigi Dan Mulut Di Rsud Tgk Chik Ditiro Sigli". Journal of Healthcare
Technology and Medicine, 6(2), 1221. https:/ /doi.org/10.33143 /jhtm.v6i2.1175\

Sugiyono (2019). Metode Penelitian Kuantitatif, Kualitatif, dan R&D. Bandung: Alphabet.

Syafrudin, Masyitoh, S., & Rosyanawaty, T. 2014. Manajemen Mutu Pelayanan Kesehatan Untuk Bidan (Jusirman
& T. Ismail (Eds.)). CV. Trans Info Media.

Valdez, R., Aarabi, G., Spinler, K., Walther, C., Seedorf, U., Heydecke, G., Buczak-Stec, E., Kénig, H. H., & Hajek,
A. (2020). Association between Subjective Well-Being and Frequent Dental Visits in the German
Ageing Survey. International journal of environmental research and public health, 17(9), 3207.
https:/ /doi.org/10.3390/ijerph17093207

Waulan, I. G. A. S, Pertiwi, N. K. F. R,, & Prasetya, M. A. (2019). Gambaran Tingkat Kepuasan Pasien Peserta
BPJS dan Pasien Umum Terhadap Pelayanan di Faskes Tingkat Pertama Poli Gigi Puskesmas IV
Denpasar Selatan. Bali Dental Journal, 3(2), 64-69. http:/ /jkg-
udayana.org/ojs/index.php/bdj/article/view /166

Yunus, M., & Asriyadi, H. (2018). Tingkat kepuasan pasien terhadap pelayanan pemeriksaan radiografi di
Rumah Sakit Gigi dan Mulut Universitas Hasanuddin. Makassar Dent [, 7(3), 133-136.
https:/ /doi.org/10.35856/mdj.v7i3.244

Dewi Sodja Laela, Description of Patient Satisfaction Levels in the Aspects of Facilities, Empathy, and
Assurance for Dental Health Services at the Bandung Dental Health Clinic during the Adaptation of New
Habits in the Era of the Covid-19 Pandemic


https://doi.org/10.1186/s12889-020-09100-x
https://doi.org/10.52103/jmch.v1i2.243
https://dinkes.kalbarprov.go.id/wp-content/uploads/2019/03/Laporan-Riskesdas-2018-Nasional.pdf
https://dinkes.kalbarprov.go.id/wp-content/uploads/2019/03/Laporan-Riskesdas-2018-Nasional.pdf
https://doi.org/10.24198/pjdrs.v2i2.22511
https://doi.org/10.32382/mkg.v17i2.541
https://doi.org/10.1186/s40001-021-00629-
https://doi.org/10.37466/bdj.v3i2.33
https://doi.org/10.5005/jp-journals-10005-1479
https://doi.org/10.30659/odj.5.1.34-44
https://ojs.uniska-bjm.ac.id/index.php/JST/issue/view/238
https://doi.org/10.25026/jsk.v4i1.1097
https://doi.org/10.33143/jhtm.v6i2.1175/
https://doi.org/10.3390/ijerph17093207
http://jkg-udayana.org/ojs/index.php/bdj/article/view/166
http://jkg-udayana.org/ojs/index.php/bdj/article/view/166
https://doi.org/10.35856/mdj.v7i3.244

