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The assessment of patient satisfaction is a critical aspect of healthcare
services, providing valuable insights into the quality of care and service
delivery. In Padang's Class "B" hospital, traditional satisfaction assessment
methods are inefficient and time-consuming. This research explores the
implementation of the Scrum methodology in the development of a mobile
application for real-time patient satisfaction assessment. The objective is to
enhance feedback collection, improve service quality, and provide hospital
management with actionable insights. The mobile application allows patients
to rate services on various parameters instantly, enabling quicker responses
and continuous improvement of hospital operations. This study discusses
the technical implementation, the advantages of using Scrum in the
development process, and the potential impact on service quality in the
hospital.

Attribution-ShareAlike 4.0 International License

9094



https://doi.org/10.33022/ijcs.v13i6.4506
https://doi.org/10.33022/ijcs.v13i6.4506
https://creativecommons.org/licenses/by-sa/4.0/

The Indonesian Journal of Computer Science

A. Introduction
In the healthcare industry, patient satisfaction is a vital metric for evaluating
service quality. Hospitals often rely on surveys and feedback forms, which are
typically collected manually and analyzed after patient discharge. These methods
are not only time-consuming but also prone to data loss and inaccuracy. In a Class
"B" hospital in Padang, the need for real-time feedback and efficient data
processing has led to the development of a mobile application that enables patients
to assess services directly from their smartphones.
The Scrum methodology, known for its iterative and incremental approach, is
employed in the development of this mobile application. Scrum allows for
continuous testing and adaptation, ensuring that the application meets the needs
of both patients and hospital management. This paper examines the effectiveness
of using Scrum for mobile application development, focusing on its ability to
improve patient satisfaction assessment in a healthcare setting.
State of the art research: this research will build a strong knowledge base, explore
existing knowledge gaps, and provide a better understanding of the application of
Scrum Methodology in the context of mobile application development in a class “B”
hospital in Padang.

Table 1. State Of The Art

Research Topics

Key Findings

Reference

Implementation of Scrum
Methodology in Application
Development

Use of Mobile Applications in
Customer Satisfaction
Evaluation

Recent research:
Implementation of Scrum
Methodology in Mobile
Application Development
Assessment of Service
Satisfaction of Class “B”
Regional Public Hospital in
Padang

B. Research Method

Improvement of project
management and user
satisfaction.

Identification of challenges and
successes in the context of
information systems

Success in collecting customer
feedback.

So far there has been no
research on the Scrum method
of Patient Service Satisfaction
Assessment, RSUD type B, let
alone for Mental Hospitals
there has been none at all.

Scrum Methodology Overview

(1] [2] [3] [4] [5] [6] [7] [8]
[9] [10] [11] [12] [13] [14]
[15] [16] [17] [18]

[19] [20] [21] [22] [23] [24]
[25]

[26] [27]
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Figure 1. Scrum Methodology Overview
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The Scrum methodology is an Agile framework that emphasizes
collaboration, flexibility, and iterative development. In this project, Scrum was
chosen for its adaptability, allowing the development team to respond to feedback
from hospital management and patients quickly. The project was divided into
sprints, each lasting two weeks, with regular sprint reviews and retrospectives to
ensure continuous improvement.

Research Location:

The research will be conducted at Prof. HB. Saanin Padang Mental Hospital, 1.
Raya Gadut, Limau Manis Sel., Kec. Pauh, Padang City, West Sumatra. The selection
of this hospital is based on its classification as a Class "B" Regional Public Hospital
and its relevance to the research needs.

Research Subjects:

The research subjects will include the application development team, medical
staff, and end users of the mobile application, especially patients who use the
service satisfaction assessment system.

Data Collection:

Interviews; Interviews will be conducted with members of the development
team, medical staff, and application users to gain in-depth insights into their
experiences and perspectives on the implementation of Scrum and the use of the
application.

Observations; Direct observations will be conducted during the application
development process, to contextually understand the implementation of the Scrum
Methodology and user responses.
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Document Analysis; Document analysis will involve the study of documents
related to application development, Scrum meeting notes, and service satisfaction
evaluation documents.

Data Analysis:
¢ Qualitative data from interviews and observations will be analyzed
thematically to identify patterns, challenges, and potential
improvements.
e (Quantitative data, such as service satisfaction scores from the app, will
be analyzed using descriptive statistical methods.

C. Result and Discussion
Research Flowchart in the Context of Scrum Methodology.
Research Planning and Design:

o Identify the research objectives as a "Product Backlog" that includes
the definition of the objectives and scope of the research.

e Design a case study design as an initial stage in the "Product Backlog"
of the research.

Pre-Research and Site Selection:

e Literature review and pre-research as an initial step in the "Product
Backlog" of the research.

e Select Class "B" Regional Public Hospital in Padang as the "Product
Backlog" of the research location.

Selection of Research Subjects:

e Identify and select research subjects (development team, medical
staff, application users) as a "Product Backlog" that involves selecting
the team and stakeholders.

Research Instrument Development:

e Create research instruments as "Product Backlog" in the research,
including interview guides, observation checklists, and other data
collection instruments.

Pilot Study:

e Pilot study as a "Sprint Planning" of the research to test the
instrument and detail the research preparation before the actual
implementation.

Data Collection:

e The first “sprint” of data collection, involving interviews with the
development team and stakeholders, and observations related to
application development.
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Figure 2. Data Collection and Integration (use case)
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Figure 3. Data Collection and Integration (activity diagram)

Initial Data Analysis:
e Initial analysis of data as an initial “Sprint Review,” to gain an initial
understanding of the research findings.
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Figure 4. sprint review (sequence diagram)
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Figure 5. Sprint Review (database)

Implementation of Scrum Methodology:
¢ Implementation of Scrum Methodology as the next “Sprint Planning,”
involving the development team and medical staff in planning and
organizing the upcoming Sprint.

https://doi.org/10.33022/ijcs.v13i6.4506 9099


https://doi.org/10.33022/ijcs.v13i6.4506

The Indonesian Journal of Computer Science

LOGO TIME & DATE
QUESTION
INFORMATION
BUTTON 1 BUTTON 2 BUTTON 3

EXIT

Figure 6. Sprint Planning
Continued Data Collection:
e The next “sprint” of data collection, involving direct observation
during the implementation of Scrum Methodology, and additional

interviews.
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Figure 7. Sprint of Scrum Methodology Step

Deep Data Analysis:
e Deep analysis as a follow-up “Sprint Review,” comparing data before
and after the implementation of Scrum.
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Figure 8. Sprint Review

Initial Report Writing:
e Writing of the initial report as an initial “Sprint Retrospective,”
discussing findings and potential improvements to be explored in the
next Sprint.

Discussion and Evaluation:
e Discussion and evaluation of results as a follow-up “Sprint Review,”
involving stakeholders to ensure that findings are in line with needs
and expectations.

Final Report Writing:
e Final report writing as the final stage of the “Sprint Retrospective,”
where the entire research series is evaluated and reflected upon.

Date Service Service Leader Rating Comment Actions
2023-01-07 UsG SRI MUVIDA Satisfied Excellent service Delete / Edit
2023-01-07 Registration Desk MAKA ANDREINA Satisfied Fast service Delete / Edit
2023-01-07 Pharmacy SRI WULANDARI Average Staff was helpful Delete / Edit
2023-01-07 Emergency Room DEWI RATHA SARI Satisfied Responsive care Delete / Edit
2023-01-07 Internal Medicine ACHDI HAKIM Satisfied Great service Delete / Edit

Figure 11. Sprint Retrospective
https://doi.org/10.33022 /ijcs.v13i6.4506 9101
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D. Conclusion

Preliminary results indicate that the application has significantly improved the
efficiency of collecting patient feedback. Hospital management reported a 40%
increase in the volume of feedback received compared to traditional methods.
Additionally, the application has enabled faster response times to patient
complaints and suggestions, leading to measurable improvements in service
quality. Scrum's iterative nature allowed the development team to adapt the
application based on continuous feedback, ensuring that the final product met user
expectations. The regular sprint reviews provided opportunities for hospital staff
to contribute their insights, making the development process collaborative and
transparent. The implementation of the Scrum methodology in the development of
a mobile application for patient satisfaction assessment has proven to be an
effective approach. The application has not only improved the efficiency of
feedback collection but also contributed to the overall quality of healthcare
services in Padang's Class "B" hospital. Future work could focus on expanding the
application's functionality and adapting it for use in other hospitals, further
enhancing the patient experience.
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