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ABSTRACT

This study aims to determine the extent of customer satisfaction at the Gatot Soebroto Army
Central Hospital (RSPAD Gatot Soebroto) Jakarta. The sampling technique used in this study
was accidental sampling. The subjects in this study amounted to 80 people. Research data were
collected using a customer satisfaction questionnaire. Data analysis was carried out using
performance analysis techniques. The results of the calculation of data analysis show that the
average value of customer satisfaction at Gatot Soebroto Hospital Jakarta in terms of the aspect
of public services (parking) is 79.49% and is in the good category. The average value of
customer satisfaction at Gatot Soebroto Army Hospital in terms of registration is 82.67%, in
the very good category. The average value of customer satisfaction at Gatot Soebroto Army
Hospital in terms of timeliness is 77.24%, in the very good category. The average value of
customer satisfaction at the Gatot Soebroto Army Hospital in terms of the doctor's
performance aspect is 79.58%, in the good category. The average value of customer
satisfaction at Gatot Soebroto Hospital in terms of the performance aspect of nurses is 80.01%,
in the very good category. The average value of customer satisfaction at RSPAD Gatot
Soebroto in terms of aspects of maintenance support facilities is 86.67%, in the very good
category. The average value of customer satisfaction at RSPAD Gatot Soebroto in terms of
supporting facilities is 81.82%, in the very good category, and the average value of customer
satisfaction at RSPAD Gatot Soebroto in terms of administrative and financial aspects is
80.86%., is in the very good category.
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