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ABSTRAK 

Penerapan Rekam Medis Elektronik (RME) menjadi kewajiban di seluruh fasilitas pelayanan 

kesehatan di Indonesia sesuai Permenkes No. 24 Tahun 2022. Di Rumah Sakit Panti Waluya 

Malang, implementasi Rekam Medis Elektronik diterapkan sejak Juni 2023 namun masih 

beberapa kendala, seperti keterbatasan pelatihan bagi tenaga kesehatan, kesulitan sebagian 

petugas dalam mengoperasikan sistem, serta ketidaklengkapan dan ketidakakuratan data yang 

berpotensi menghambat pengambilan keputusan medis. Metode penelitian menggunakan 

kuantitatif analitik, dengan Teknik pengambilan sampel Proportional Random Sampling. 

Keberhasilan implementasi RME diukur menggunakan model DeLone dan McLean yang 

mencakup enam variabel, yaitu kualitas sistem, kualitas informasi, kualitas layanan, 

penggunaan, kepuasan pengguna, dan manfaat bersih. Sementara itu, kualitas pelayanan rawat 

jalan dianalisis berdasarkan lima dimensi SERVQUAL, yakni tangibles, reliability, 

responsiveness, assurance, dan empathy. Hasil penelitian menunjukkan bahwa indikator 

kualitas informasi memiliki skor tertinggi dengan rata-rata 28,93, diikuti oleh kualitas layanan 

(26,97), kualitas sistem (25,93), manfaat bersih (24,30), kepuasan pengguna (22,87), dan 

penggunaan (21,23). Sedangkan, kualitas pelayanan rawat jalan tertinggi terdapat pada dimensi 

reliability dengan rata-rata 15,57. Hasil uji regresi linear sederhana menunjukkan bahwa 

keberhasilan implementasi RME berpengaruh signifikan terhadap kualitas pelayanan rawat 

jalan dengan nilai koefisien determinasi (R²) sebesar 0,577 dan nilai signifikansi 0,000 (<0,05), 

serta koefisien regresi sebesar 0,765 yang menunjukkan hubungan positif. Dengan demikian, 

semakin tinggi keberhasilan implementasi RME, maka semakin baik pula kualitas pelayanan 

rawat jalan. Penelitian ini diharapkan dapat menjadi bahan evaluasi dan pengembangan sistem 

informasi rumah sakit dalam upaya meningkatkan mutu pelayanan kesehatan serta rujukan bagi 

pengembangan sistem informasi kesehatan.  

 

Kata kunci: Rekam Medis Elektronik, Kualitas Pelayanan, Rawat Jalan, DeLone dan McLean, 

SERVQUAL 
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ABSTRACT 

The implementation of Electronic Medical Records (EMR) is mandatory for all healthcare 

facilities in Indonesia, as stipulated in Minister of Health Regulation No. 24 of 2022. At Panti 

Waluya Hospital in Malang, the implementation of Electronic Medical Records began in June 

2023, but several obstacles remain, such as limited training for healthcare workers, difficulties 

for some staff in operating the system, and incomplete and inaccurate data that could 

potentially hinder medical decision-making. The research method used quantitative analysis 

using a proportional random sampling technique. The success of EMR implementation was 

measured using the DeLone and McLean model, which includes six variables: system quality, 

information quality, service quality, utilization, user satisfaction, and net benefits. Meanwhile, 

the quality of outpatient services was analyzed based on the five dimensions of SERVQUAL: 

tangibles, reliability, responsiveness, assurance, and empathy. The results showed that the 

information quality indicator had the highest score with an average of 28.93, followed by 

service quality (26.97), system quality (25.93), net benefit (24.30), user satisfaction (22.87), 

and utilization (21.23). Meanwhile, the highest outpatient service quality was found in the 

reliability dimension with an average of 15.57. The results of a simple linear regression test 

showed that the success of EMR implementation significantly influenced the quality of 

outpatient services, with a coefficient of determination (R²) of 0.577 and a significance value 

of 0.000 (<0.05), and a regression coefficient of 0.765, indicating a positive relationship. 

Therefore, the greater the success of EMR implementation, the better the quality of outpatient 

services. This research is expected to provide material for the evaluation and development of 

hospital information systems in efforts to improve the quality of health services and as a 

reference for the development of health information systems. 

 

Keywords: Electronic Medical Records, Service Quality, Outpatient, DeLone and McLean, 

SERVQUAL  
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