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ABSTRAK  

 

Cahyani, Senja Anggun Regita. 2020. Hubungan Perilaku Caring Perawat dengan 

Complaint Handling dalam Pelayanan Keperawatan di Puskesmas Turi 

Lamongan. Skripsi. Universitas Muhammadiyah Lamongan. Pembimbing (1) 

Suratmi, S. Kep., Ns., M. Kep, (2) Nurul Hikmatul Qowi, S.Kep., Ns., M. Kep. 

Perilaku caring perawat dan ketanggapan penanganan keluhan sangat penting 

dalam memenuhi kepuasan pasien, hal ini menjadi salah satu indikator kualitas 

pelayanan disebuah pelayanan kesehatan. Tujuan penelitian ini adalah untuk 

mengetahui hubungan perilaku caring perawat dengan complaint handling dalam 

pelayanan keperawatan di Puskesmas Turi Lamongan. Penelitian ini 

menggunakan metode cross sectional, dengan desain analitik korelasional, dengan 

menggunakan teknik consecutive sampling didapatkan 37 responden. Variabel 

independen adalah perilaku caring perawat dan variabel dependen adalah 

complaint handling. Instrumen perilaku caring menggunakan kuesioner tertutup, 

complaint handling menggunakan kuesioner tertutup. Penelitian didapatkan hasil 

hampir sebagian perilaku caring perawat cukup sebanyak 17 orang (45,9%) dan 

hampir sebagian complaint handling cukup sebanyak 18 orang (48,6%) penelitian 

ini menggunakan program SPSS 16.0 For Windows menggunakan uji Spearmen 

Rank dengan nilai α=0,05 diperoleh nilai p= 0,000 artinya ada hubungan antara 

perilaku caring perawat dengan complaint handling dalam pelayanan keperawatan 

di Puskesmas Turi Lamongan. Berdasarkan hasil penelitian diharapkan pelayanan 

kesehatan lebih memprioritaskan kulaitas pelayanan yaitu dengan memperbaiki 

perilaku caring perawat dan complaint handling sehingga tidak terjadi keluhan 

yang berulang. 

Kata Kunci: Perilaku Caring, Complaint Handling, Pelayanan Keperawatan. 
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ABSTRACT  

 

Cahyani, Senja Anggun Regita. 2020. Relations Of Nurse Caring Behaviors  with 

Complaint Handling in Nursing Services at the Public Health Center Turi 

Lamongan. Essay. Muhammadiyah Lamongan University. Advisor (1) Suratmi, 

S. Kep., Ns., M. Kep, (2) Nurul Hikmatul Qowi, S. Kep., Ns., M. Kep. 

Nurse caring behavior and complaint handling response are very important in 

meeting patient satisfaction, this is one indicator of the quality of service in a 

health service. The purpose of this study was to determine the relationship Of 

nurse caring behaviors with complaint handling in nursing services at the PHC 

Turi Lamongan. This study used a cross-sectional method, with a correlational 

analytic design, using a consecutive sampling technique obtained 37 respondents. 

The independent variable is nurses caring behavior and the dependent variable is 

complaint handling. The caring behavior instrument uses a closed questionnaire, 

complaint handling uses a closed questionnaire. The study showed almost half of 
nurses caring behavior quite as many as 17 people (45.9%) and almost half of 

complaint handling quite as many as 18 people (48.6%) of this study using SPSS 

16.0 For Windows using Spearman Rank test with a value of α = 0, 05 obtained 

the value p = 0, 000 means that there is a relationship between nurse caring 

behaviors with complaint handling in nursing care in health centers Turi 

Lamongan. Based on the results of the study are expected that health services will 

prioritize service quality by improving to nurses caring behavior and complaint 

handling so that no complaints are repeated. 

Keywords: Caring Behaviors, Complaint Handling, Nursing Care. 
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