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ABSTRACT

BPJS outpatient services in hospitals continue to face a major problem in the form of
long patient waiting times. This condition affects service efficiency and may reduce
service quality and patient satisfaction. Therefore, an effective service system
management based on quantitative analysis is required. This study aims to analyse
the queuing system in BPJS outpatient services at RS Royal Surabaya and to formulate
improvement alternatives to enhance service time efficiency through the application
of queuing theory. This study employs a quantitative approach using descriptive and
analytical methods. Primary data were collected through direct observation of patient
arrival rates, service times, and service capacity at the BPJS outpatient unit.
Secondary data were obtained from relevant hospital documents and reports. Queuing
system analysis was conducted using single-channel and multi-channel models
(M/M/1 and M/M/s). System performance was evaluated based on indicators such as
average patient waiting time, queue length, service utilization rate, and overall
service efficiency.

The results indicate that the BPJS outpatient service system at RS Royal Surabaya
experiences a high level of service utilization, particularly during peak hours,
resulting in relatively long patient waiting times. The implementation of a more
optimal queuing model with adjustments to the number of service facilities is proven
to significantly reduce waiting time and improve service efficiency. This study
concludes that queuing theory serves as an effective analytical tool to support
managerial decision-making in improving the performance of BPJS outpatient
services in hospitals.

Keywords: Queuing Theory, Service Efficiency, Waiting Time, BPJS Outpatient
Services, Hospital Management.



DAFTAR ISI

SAMPUL LUAR .o
SAMPUL DALAM ..o
HALAMAN PERSETUJUAN........ooiiiiiiiite e
HALAMAN PENETAPAN PANITIA e,
HALAMAN PERNYATAAN ORIGINALITAS. ...
LEMBAR PERNYATAAN PERSETUJUAN PUBLIKASI ..................
KATA PENGANTAR ..ottt
ABSTRACT L.
DAFTAR ISH ...
DAFTAR TABEL .....ooiiiiiie e
DAFTAR GAMBAR ...t
DAFTAR LAMPIRAN ..ot

BAB | PENDAHULUAN ..o
1.1, Latar BelaKang ........cccoeeiiiiiiiieiiie e
1.2, Rumusan Masalah ............ccooviieiiiieiic e
1.3, Tujuan Penelitian ............cceeeiiieiiie e
1.4, Manfaat Penelitian ..........ccooooieiiiiii i

BAB Il TELAAH PUSTAKA ...
2.1, Landasan TEOI ....ccueieiiiiieiie et
2.1.1. Manajemen PEeMASAraN............ccvurueereeniearieeseesieesiesseesneenes
2.1.2. Konsep Dasar Teori Antrean (Queuing Theory).........cccocceevee.
2.1.3. Populasi dan Pola Kedatangan ...........cccoccveveriieniienienie s
2.1.4. Disiplin Antrean dan Kapasitas SiStem ............ccccccvevveriveinnnn
2.1.5. Model-Model Antrean dan Penerapannya ............ccccccevvennenne
2.1.6. Parameter Kinerja Sistem Antrean............cccocevvveiiveneenienneenn
2.1.7. Manajemen Operasional dalam Konteks Pelayanan Kesehatan .

2.1.8. Implementasi Teori Antrean pada Pendaftaran Pasien BPJS
RaWat Jalan ...
2.2, Penelitian Terdaulu ..........ccoooiiiiiiiiie e
2.3, Kerangka TEOMIS .......ceiueriieiiieiieniie et
2.3.1. Variabel Penelitian .........c.cccooviiiiiiiiiieec e
2.3.2. Hubungan Antar Variabel ...........cccccooiiiniiii

BAB 11l KERANGKA KONSEPTUAL DAN HIPOTESIS
PENELITIAN oo
3.1.  Kerangka Konseptual ..........ccccevieiiriiieiiniie e

BAB IV METODE PENELITIAN ..o
4.1. Rancangan Penelitian ...........ccovveiieiiieiiee e

25
25

29
29



4.1.1. Pendekatan Penelitian........oooemeeeooee oo

4.1.2. JeniS PENElitian.........c.oovuveiieiieiiiecie e
4.1.3. Taapan Penelitian Yang Akan Dilalui ............cccccoeviiiiiiiennns
4.2.  Subyek Penelitian.........cccccueiiviiieiie e
4.2.1. POPUIBSI. ...t
4.2.2. SAMPE .o
4.3. Variabel Penelitian ...........cccccveiiieiiiie e
4.3.1. DefiniSi KONSEP ....cevvviiiieiieiie e
4.3.2. Defiinisi Variabel............ccocoovviiieiiie e
4.4. Instrumen Penelitian Dan Desain KUISIONer ............cccccovvveeiveecvneene,
4.5, SUMDEI Data.....cc.eeivieiieeec et
4.6. Teknik Pengumpulan Data ...........cccoeeviieeiiii e
4.7. Teknik Analisis Data.........c.cccviiiiiieiieiiieiie e
4.7.1. Analisa DeSKIIPLif ........c.covieiiiiieiieee e
4.7.2. Pengujian HIpPOtESIS........cccveiieiiieiie e esiesie e see e eie e
BABYV  ANALISIS HASIL PENELITIAN DAN PEMBAHASAN
5.1. Data Penelitian ........cccceeiiiiiiiiiieiieiie e
5.2.  Analisis Dan Hasil Penelitian ............ccoovvviniinniienin e
5.2.1. Deskripsi Data Penelitian ............cccovvirieniieiieiiresie e
5.2.2. Standar Pelayanan Minimal (SPM) dan Asumsi Waktu Ideal ....
5.2.3. Analisis Deskriptif Waktu Pelayanan Pasien ............c...c.c........
5.2.4. Estimasi Waktu Pendaftaran Pasien ............ccccccovvviinninnnnnn
5.2.5. Analisis Model Antrian (M/M/S) .......ccccoovevieiieiiieiie e
5.2.6. Evaluasi Kepatuhan terhadap SPM............ccccoviiiiiiinniennne
5.3. Hasil Pengukuran di RS Royal Surabaya.............cccccceviviiieieeinnnnnn.
5.4. Faktor Penyebab Ketidaksesuaian .............ccoveiveeniniiieniieeneeneennn
5.5. Analisis Kepatuhan Berdasarkan Model Antrian................ccccccoveeneee.
5.6. Analisis Akar Penyebab Inefisiensi Sistem (Diagram Fishbone) ........
5.7.  Hasil Penelitian ..........cccooveiiiiiiiiie s
5.7.1. Gambaran Umum Lokasi Penelitian...............ccccevvveeiineiinnnns
5.7.2. Alternatif Perbaikan Sistem ............ccccoovveiiii i
5.7.3. Analisis Berdasarkan Standar Pelayanan Minimal (SPM).........
5.8, PembDaNnasan .........coceiiiiiiiiiiiie e
5.9. Rekomendasi Manajerial............ccccuevvriiiiriniiiiieenee e
BAB VI KESIMPULAN DAN SARAN .....ccoociiiiiie e
B.1.  SIMPUIAN.....cciiiiiiiie e
0.2, SAIAN it
DAFTAR PUSTAKA ettt
LAMPIRAN ..ttt

Xi

29
29
29
29
29
29
30
30
31
33
34
34
35
35
35

37
37
38
38
39
43
45
47
60
61
64
64
65
70
70
73
77
79
82

87
87
88

91
95



Tabel 2.1.
Tabel 5.1.

Tabel 5.2.

Tabel 5.3.
Tabel 5.4.
Tabel 5.5.

Tabel 5.6.
Tabel 5.7.
Tabel 5.8.
Tabel 5.9.
Tabel 5.10.

DAFTAR TABEL

Kerangka TeONLIS. .......corveeiieiie e

Total Pasien BPJS Per Hari Berdasarkan Poli (30 Hari

ODSEIVASI) ..veevireiie i ettt e et e raeebeesree

Waktu Ideal Pelayanan Berdasarkan SPM dan Observasi

LaPANGAN . ..eeeeee et
HaSIl Olanan Data..........oeeeeeeeeeeee e
HASTT OBSEIVAST ...vvvvvvieiiieiieeieeeeeeeeeeeeee e e eeeeeeeeeeeeeeeees

Simulasi Pengaruh Peningkatan Kecepatan Pelayanan (1)

terhadap Kinerja Sistem Antrian...........ccoooevviiiieniniieeneennns
Perbandingan Kondisi ..........ccccovvevieiieiiieiie e
Hasil Observasi dan Analisis Model Antrian ............cccccevvenee.
Parameter Kinerja SISteM ........cccocvvviieiiieiin e
Perbandingan Efektivitas Alternatif.............cccoccovieiiniennne
Gap Analysis Waktu Tunggu Pendaftaran Rawat Jalan BPJS.....

Xii

15

37

40
43
48

53
59
61
72
76
78



Gambar 1.1.
Gambar 2.1.
Gambar 3.1.
Gambar 5.1.

Gambar 5.2.

Gambar 5.3.

DAFTAR GAMBAR

Data BPJS KeSehatan ...........ccccceeveieeieiieiiiie e
Kerangka TeONTLIS. .........ccvviriieriie i
Kerangka Konseptual ............cccooviiiiiieiie i
Total Pasien BPJS Per Hari Berdasarkan Poli (30 Hari

(0] 0=l oV ) ) USSR
Perbandingan Waktu Pelayanan, Waktu Tunggu Dan Total
Waktu Dengan Standar SPM ..........ccceveiiiiiienie e,
Diagram Fishbone..........coooeiiiiiic

Xiii

23
25

55

62
68



Lampiran 1.
Lampiran 2.
Lampiran 3.
Lampiran 4.
Lampiran 5.

DAFTAR LAMPIRAN

Hasil TUrnitin TeSt ....cooeeeeeeeeeeeeee e,
Surat 1Zin PENeltian ..........ooovevvviiiiic e,
Kartu Bimbingan..........ccooviieiiiieec e
LoAArtikel Jurnal............oooooiiiiiie

Jurnal Publish

Xiv

95
97
98
100
101



