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Abstract
Objective:  This  study  aims  to  analyze  the  effect  of  the  principles  of  good  corporate  governance
on the  satisfaction  of  inpatients  in  the  Happy  General  Hospital  of  Makassar  City.
Method: This  study  is  a  cross-sectional  study.  There  are  83  samples  calculated  using  the  Slovin
formula.  Data  were  analyzed  by  Chi-square  test.
Results:  The  results  of  the  analysis  show  that  there  is  a  relationship  between  the  principle  of
independence  (p  =  0.000)  and  the  principle  of  fairness  (p  =  0.000)  to  the  satisfaction  of  inpa-
tients.
Conclusion:  It  is  recommended  that  hospitals  maintain  and  further  improve  service  quality  as
well as  the  need  for  an  assessment  of  patient  satisfaction  which  later  becomes  a  reference

material  in  evaluating  hospital  activities  and  programs.
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Introduction

Good  corporate  governance  or  popularly  abbreviated  as  GCG
has  practical  benefits  to  build  a  positive  image  of  the  com-
pany.  This  positive  image  will  foster  customer  satisfaction,
customer  loyalty,  and  competitive  advantage.  Faithful  cus-
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omers  will  be  able  to  become  effective  marketing  tools
hrough  word  of  mouth.1,2 For  hospitals  to  be  more  effective
n  implementing  good  corporate  governance,  so  hospitals
re  better  at  improving  services  to  patients.3

One  indicator  of  the  quality  of  hospital  health  services
s  the  level  of  customer  satisfaction,  namely  the  satisfac-
ion  of  patients,  families  and/or  people  who  use  hospital
ervices.  Patient  satisfaction  or  the  patient’s  family  is  a
ery  important  factor  to  evaluate  the  quality  of  nursing
ervices.4 Moreover,  the  community  also  demands  the  same

5
hing  about  good  governance  in  public  services.
Patient  satisfaction  is  largely  determined  by  the  interac-

ion  factor  between  the  patient  and  human  resources  at  the
ospital:  starting  from  the  patient  who  comes,  registers  and
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From  83  respondents,  who  stated  that  the  principle  of
independence  was  good,  and  satisfaction  of  good  respon-
dents  was  27  respondents  (84.4%)  while  those  who  were

Table  1  Distribution  of  age-based  respondents  at  Bahagia
Hospital,  Makassar  City.

Age  group  (year)  Total

n  %

17---25  26  31.3
26---35 22  26.5
36---45 12  14.5
46---55 12  14.5
56---65 11  13.3

Table  2  Distribution  of  based  on  status  of  care  at  Bahagia
Hospital,  Makassar  City.

Status  of  care  Total

n  %

BPJS/KIS  patients  74  89.2
General  patients  9  10.8

Table  3  Distribution  of  respondents  by  job  at  Bahagia  Hos-
pital,  Makassar  City.

Job Total

N  %

State  employee  8  9.6
Private  officer  16  19.3
Self employed  5  6.0
Other  informal  workers  6  7.2
58  

aits  for  the  queue,  gets  medical  treatment,  waits  for  the
rug  at  the  pharmacy,  pays  at  the  cashier,  and  returns  home.
ll  these  processes  will  affect  the  patient’s  perception  of  the
uality  of  hospital  services.6

The  research  on  good  corporate  governance  and  patient
atisfaction  has  been  conducted  by  Pribadi  with  a  type
f  qualitative  exploratory  research  in  2  hospitals  with  the
esults  of  scoring  on  each  of  the  good  corporate  governance
rinciples  between  hospital  A  and  hospital  B  can  occur  due
o  local  wisdom  factors,  organizational  behavior,  and  organi-
ational  culture.7 In  the  Chandra  with  the  aim  of  research  to
nd  out  the  application  of  the  principles  of  good  corporate
overnance  at  the  Hospital.8

In  the  initial  survey,  Bahagia  General  Hospital  was  located
n  the  Hertasning  Baru  Minasa  Upa  Raya  Blok  H7  No.  9,
akassar  City.  The  interview  conducted  with  the  hospital

taff  was  known  that  during  this  time  the  patient  satisfac-
ion  survey  had  not  been  routinely  running.  And  interviews
ith  patients  and  families  of  inpatients  were  informed  that

he  services  provided  by  the  hospital  were  quite  good,  but
here  were  only  a  few  patients  who  had  the  right  to  get  a
rst-class  room,  but  that  was  obtained  in  class  2  rooms,  this
as  because  the  class  1  rooms  were  full.

The  purpose  of  this  study  is  to  know  the  relationship
etween  the  principles  of  good  corporate  governance  based
n  the  principle  of  independence  and  the  principle  of  fair-
ess  toward  the  satisfaction  of  inpatients  at  the  Bahagia
ospital,  Makassar  City.

ethod

ocation  and  design  of  the  study

his  research  was  conducted  at  the  Bahagia  Hospital,  Makas-
ar  City.  This  study  uses  a  type  of  quantitative  research  using

 cross-sectional  design.

opulation  and  samples

etermination  of  the  total  population  of  this  study  is  based
n  the  average  number  of  patient  visits  in  the  period
anuary---April  2019,  which  is  463  patients.  Proportional  sam-
ling  is  calculated  using  the  Slovin  formula  obtained  by  83
amples.  Respondents  were  aware  and  able  to  communicate
ell  and  were  willing  to  be  interviewed.

ethod  of  collecting  data

erformed  after  all  data  has  been  collected  using  a ques-
ionnaire  filled  out  by  respondents,  with  data  editing  stages
arried  out  by  checking  the  possibility  of  errors  in  filling  or
ncomplete  data  filled  in  by  respondents,  data  coding  is  car-
ied  out  by  providing  a  code  number  answer  filled  in  by  the
espondent  to  facilitate  processing  data,  data  tabulation  is
arried  out  after  giving  the  code  to  each  answer  given  by
he  respondent  with  the  help  of  a  computer,  data  cleaning

s  done  so  that  every  data  that  has  been  obtained  is  free
rom  errors  before  statistical  analysis  is  carried  out  with  the
PSS  program  computer,  and  the  presentation  in  table  form
s  accompanied  by  an  explanation.
A.M.  Dzulkifli  et  al.

ata  analysis

ata  on  sample  characteristics  based  on  age,  care  sta-
us  and  work  were  analyzed  using  descriptive  statistical
ests,  while  data  for  knowing  differences  in  the  test  varia-
les  were  comparative  analysis  using  Chi-square  statistical
ests.

esult

able  1  shows  that  of  the  83  respondents,  the  highest  age
istribution  of  respondents  was  17---25  years  old,  26  respon-
ents  (31.3%)  and  at  least  56---65  years  old,  11  respondents
13.3%).

Table  2  shows  that  the  distribution  of  the  highest
are  status  of  respondents  is  BPJS/KIS  patients,  namely
4  respondents  (89.2%)  and  the  least  are  general  patients,
amely  9  respondents  (10.8%).

Table  3  shows  that  the  highest  distribution  of  work  of
espondents  is  housewives,  namely  32  respondents  (38.6%)
nd  the  least  are  others,  1  respondent  (1.2%).
Housewife  32  38.6
Students  15  18.1
Others  1  1.2



Effect  of  the  principles  of  good  corporate  governance  on  satisfac

Table  4  Distribution  of  respondents’  assessment  of  the
principles  of  independence  of  Bahagia  Hospital  in  Makassar
City.

Independence Patient  satisfaction p

Well  Not  good

n  %  n  %

Well  27  84.4  5  15.6
0.000Not  good  20  39.2  31  60.8

Table  5  Distribution  of  assessment  the  fairness  principle
of Bahagia  Hospital  in  Makassar  City.

Fairness Patient  satisfaction p

Well  Not  good

n  %  n  %

Well  30  83.3  6  16.7
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0.000Not good 17  36.2  30  63.8

less  satisfied  were  5  respondents  (15.6%).  Respondents  who
stated  that  Independence  was  not  good,  and  satisfaction  of
respondents  was  good  as  many  as  20  respondents  (39.2%)
while  those  who  stated  they  were  less  satisfied  were  31
respondents  (60.8%).  There  is  an  influence  of  the  principle
of  independence  on  the  satisfaction  of  inpatients  (p  =  0.000)
(Table  4).

There  are  83  respondents,  who  stated  the  principle  of
good  fairness  and  satisfaction  of  good  respondents  were
30  respondents  (83.3%)  while  those  who  were  less  satis-
fied  were  6  respondents  (16.7%).  Respondents  who  stated
the  principle  of  fairness  was  not  good  and  satisfaction  of
good  respondents  was  17  respondents  (36.2%)  while  those
who  stated  they  were  less  satisfied  were  30  respondents
(63.8%).  There  is  an  effect  of  the  principle  of  fairness  on
the  satisfaction  of  inpatients  (p  =  0.000)  (Table  5).

Discussion

In  this  study  it  can  be  seen  that  the  principles  of  good  cor-
porate  governance,  namely  the  principle  of  independence
and  the  principle  of  fairness,  relate  to  the  satisfaction  of
inpatients.  Based  on  age,  the  most  are  the  age  group  17---
25  years,  26  respondents.  In  this  study,  the  sample  was  inpa-
tients  who  could  respond  to  the  questionnaire  statement
were  patients  aged  17  years  and  above  and  if  patients  could
not  fill  out  the  questionnaire  it  would  be  replaced  by  the
patient’s  family.

The  most  treatment  status  was  BPJS/KIS  patients,  which
were  74  respondents  from  83  respondents.  This  is  because
since  2014  this  hospital  has  received  BPJS/KIS  patients,  and
also  with  the  existence  of  a  tiered  referral  regulation  that
makes  people  who  are  located  in  Makassar  City  and  Gowa
Regency  make  this  hospital  an  option.
The  highest  number  of  respondent’s  work  is  housewife,
which  is  32  respondents.  This  indicates  that  this  hospital  was
previously  a  maternal  and  child  hospital  and  became  a  public

C

T

tion  of  inpatients  259

ospital  in  2018.  Against  this  background,  the  hospital  is  a
ype  c  referral  hospital  for  the  community.

According  to  Kaihatu  independence  is  a  situation  where
he  company  is  managed  professionally  without  conflict  of
nterest  and  influence/pressure  from  the  management  that
s  not  in  accordance  with  applicable  rules  and  regulations
nd  sound  corporate  principles.9

Based  on  the  results  of  the  analysis,  the  relationship
etween  the  principle  of  independence  and  patient  satisfac-
ion  was  obtained  by  information  that  patients  stated  that
ospital  staff  were  not  good  in  service  but  so  far  patients
ere  still  satisfied  with  the  service,  indicating  that  the  hos-
ital  officers  were  independent  of  the  service  satisfaction
hey  gave  patients.

The  results  of  the  analysis  show  that  there  is  a  relation-
hip  between  the  principle  of  independence  and  patient
atisfaction.  This  is  in  line  with  the  results  of  research
onducted  by  Chandra  in  his  research  analyzing  the  imple-
entation  of  the  principles  of  good  corporate  governance

t  Pasuruan  Regency  Hospital,  East  Java.8 Using  qualitative
ethods  and  data  collection  techniques  using  interviews.
The  results  of  the  analysis  show  that  there  is  a  rela-

ionship  between  the  principle  of  fairness  and  patient
atisfaction  at  the  Bahagia  Hospital  in  Makassar  City.  This
s  in  line  with  the  research  conducted  by  Lamadjido  in  his
esearch  analyzing  the  application  of  the  principles  of  good
orporate  governance  to  patient  satisfaction  at  Anutapura
alu  Hospital  which  obtained  p  =  0.000  meaning  that  there
as  a  relationship  between  the  principle  of  fairness  and
atient  satisfaction.  In  the  study  of  Rohaeni  was  explained
hat  the  patients  of  Serang  Hospital  expected  the  imple-
entation  of  good  corporate  governance  in  improving  the
anagement  of  Serang  Hospital  in  achieving  goals  and  giving
atients  satisfaction  as  recipients  of  health  services.10

The  fairness  principle  is  good,  because  each  patient  gets
ervice  according  to  the  specified  requirements,  but  there
re  patients  who  are  dissatisfied  because  the  procedure
s  considered  convoluted  with  regard  to  the  type  of  pay-
ent  they  have,  such  as  minimal  patient  knowledge  about

he  service  procedures  implemented,  so  they  sometimes
eel  complicated  by  the  procedure.  This  is  what  affects  the
atient’s  satisfaction  with  the  quality  of  services  provided
y  the  officer.  It  must  be  noted  that  officers  need  to  be  given
ome  kind  of  training,  Gatot  explained  that  the  character-
stics  of  nurses  in  the  ICU  such  as  education,  training,  and
areer  development  motivation  were  factors  related  to  the
erformance  of  nurses  in  the  ICU  in  providing  quality  and
uality  nursing  services.11

onclusions

e  conclude  based  on  the  results  of  this  study  that  there  is
n  influence  of  the  principle  of  independence  and  fairness  on
he  satisfaction  of  inpatients  at  Bahagia  Hospital,  Makassar
ity.  It  is  recommended  that  hospitals  maintain  and  improve
ervice  quality  more.
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