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ABSTRACT

This study aims to find out what are the Standard Operating Procedures (SOPSs) that must be applied
in providing services to patients at the Klinik medan medical center. How does the application of
Standard Operating Procedures (SOP) applied by employees in providing services to patients at the
Klinik medan medical center on patient satisfaction. How much influence the application of Standard
Operating Procedures (SOP) applied by employees in providing services to patients at the Klinik
medan medical center on patient satisfaction. The method used in this study is a quantitative method
with several tests, namely reliability analysis, and linear regression. Based on the results of the
primary data regression which was processed using SPSS 20, the following simple linear regression
equation was obtained: Y = 24.312 + 0, 405 X. Partially, the SOP variable (X) has a significant
effect on patient satisfaction (Y) at the Klinik medan medical center. This means that the hypothesis
in this study is accepted, as evidenced by the value of t count > t table (4.025 > 1.986). The SOP
variable (X) is able to contribute to the influence of the patient satisfaction variable (Y) by 39.4%
while the remaining 60.6% is influenced by other variables not examined in this study. From the
conclusions above, the authors suggest that employees and leaders should improve SOPs within the
company's internal in order to provide excellent service to patients. Leaders and employees should
maintain patient satisfaction by improving clinical facilities.
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1. INTRODUCTION

The facts on the ground prove that human resources are the most difficult resources in
management to manage. This is because human resources, which are then referred to as employees,
are creatures of thought that are sometimes different from each other, have different characters and
have a lazy nature and at the same time reject what they think is not suitable for them. However, all
these problems can be solved by making binding rules so that he is willing to follow and carry out
the rules that have been made by the company. In addition to binding rules, companies also need to
make standard operating procedures for work. Managing a company with a complex scope of work
and diverse human resources is not easy. All of these elements must be maximized properly so that
the company's vision and mission can be achieved properly. One thing that can be done is to create
a Standard Operating Procedure (SOP). This is not just a rule, but the existence of Standard Operating
Procedures (SOP) in a company will be very helpful in the process of developing the company. Even
Standard Operating Procedures (SOP) also affect the progress of the company. Because if the
Standard Operating Procedure (SOP) is not implemented properly, the impact will also be on
employee performance. but the existence of Standard Operating Procedures (SOP) in a company will
be very helpful in the process of developing the company. Even Standard Operating Procedures
(SOP) also affect the progress of the company. Because if the Standard Operating Procedure (SOP)
is not implemented properly, the impact will also be on employee performance. but the existence of
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Standard Operating Procedures (SOP) in a company will be very helpful in the process of developing
the company. Even Standard Operating Procedures (SOP) also affect the progress of the company.
Because if the Standard Operating Procedure (SOP) is not implemented properly, the impact will
also be on employee performance.

In companies that have repetitive or complex jobs, clear rules are needed. The purpose of
this regulation is of course to explain in detail how all human resources in the company act in
accordance with existing standards and job descriptions. So that in the future there will be an orderly
and effective work flow and of course the existence of SOPs can facilitate the work of all existing
human resources and if there are new employees, they will also adapt quickly because there are clear
regulatory standards. From the management side, it will also be easy to control and supervise the
overall workflow. It will be easy to get things that are not fair if you encounter errors. So it will
quickly make decisions and solutions to overcome them.

Klinik medan medical center is a general clinic located on JI. Multatuli No. 57 Medan
Maimun District, Medan City, North Sumatra. Klinik medan medical center serves a variety of health
services such as general poly and dental clinics. In addition, this clinic also has various other
supporting facilities such as laboratories, ultrasound, treadmill, EKG, radiology. In carrying out its
work operations, the Klinik medan medical center makes Standard Operating Procedures (SOP) in
providing services to patients who come. However, there are still employees who do not carry out
Standard Operating Procedures (SOP) in providing services to patients properly and correctly so that
there are patients who complain about the employee's negligence. Departing from the background of
the problem above.

2. RESEARCH METHOD

The method used is a questionnaire method. This study uses a qualitative research approach.
The place of this research is at the Klinik medan medical center, which is located at Jalan Multatuli
No. 57 District of Medan Maimun, City of Medan, North Sumatra. The population of this study were
Klinik medan medical center patients based on age ranging from 20 years to 50 years. 20 years as
many as 0 respondents, 21-29 years as many as 24 respondents, 30-39 years as many as 35
respondents, 40-49 years as many as 37 respondents, 40-49 years as many as 37 respondents and 50
years and over as many as 0 respondents. The variables used in this study include service SOPs and
patient satisfaction. The sampling technique in this study used data analysis techniques in this study
including statistical test analysis and linear regression.

3. RESULTS AND DISCUSSION

Regression analysis is used to determine whether there is an influence between variables. The
following is a summary of the results of simple and multiple regression analysis and path analysis.
Table 1. Statistical Test Results

Unstandardized
Residual
N 96
mean OE-7
Normal Parameters, b Std. Deviation  [3.98730177
Absolute 112
Most Extreme Differences  Positive .095
negative -.112
Kolmogorov-Smirnov Z 1.095
asymp. Sig. (2-tailed) 181

a. Test distribution is Normal.
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b. Calculated from data.
Source: SPSS Output Version 20 (2021)

Based on table 1 it can be seen that a significance value of 0.181 is greater than 0.05 so it
can be concluded that the tested data is normally distributed.

Table 2. Results of Simple Linear Regression Analysis

Unstandardized [Standardized
Model Coefficients Coefficients | t Sig.
B Std. Error Beta
(Constant) 24,312 ©4.213 5.771 |.000
SOUP 405 101 .383 4.025 |.000

a. Dependent Variable: Satisfaction

Based on table 2, it can be seen that the constant value (a) = 24,312 indicates a constant
value, where if the SOP variable (X) = 0 then the patient satisfaction variable (Y) = 24.312, meaning
that if the Klinik medan medical center patient SOP is applied, it will have patient satisfaction. ()
is worth 24,312, and the regression coefficient for the variable SOP (X) = 0.405 indicates that SOP
has a positive effect on patient satisfaction (Y), if the SOP (X) is increased by one unit then patient
satisfaction () will also increase by 0.405.

Table 3. Partial Test Results

Unstandardized Standardized
Model Coefficients Coefficients t Sig.
B Std. Error Beta
(Constant) 24,312 4.213 5.771 ] .000
SOUP 405 101 .383 4.025 | .000

a. Dependent Variable: Satisfaction
Source: SPSS Output Version 20 (2021)

Based on table 3, it can be seen that the calculated t value is then compared with the t table
value at = 0.05. The value of t table in df (nk) where n is the number of samples and k is the number
of variables, both independent and dependent variables, then 96-3 = 93. In df 93 with = 0.05 the
value of t table is 1.985. The t value of the SOP variable (X) is 4.025, thus t count > t table, then HO
is rejected and H1 is accepted which means that the SOP variable (X1) has a significant effect on
patient satisfaction ().

4. CONCLUSION

From the research conducted, the following results were found: 1) The constant value (a) =
24,312 indicates a constant value, where if the SOP variable (X) = 0 then the patient satisfaction
variable (YY) = 24.312, it means that if the patient at the Klinik medan medical center, the SOP is
applied. it will have patient satisfaction (Y) worth 24,312. The regression coefficient for the SOP
variable (X) = 0.405 indicates that the SOP has a positive effect on patient satisfaction (Y), if the
SOP (X) is increased by one unit then patient satisfaction (Y) will also increase by 0.405. 2) Partially,
the SOP (X) variable has a significant effect on patient satisfaction at the Klinik medan medical
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center. This means that the hypothesis in this study is rejected, as evidenced by the value of t count
> t table (4.025 > 1.986).

From the results of this study, suggestions can be given, firstly, employees and leaders should
improve SOPs within the company's internal in order to provide excellent service to patients. Second,
leaders and employees should maintain patient satisfaction by improving clinical facilities. Third,
employees should work professionally so that the company's goals are achieved and employees are
satisfied with the employee's rights.
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