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Management of facilities and infrastructure has a very important role in the
effectiveness of health services, especially in Medical Rehabilitation
Installations. Hospitals face challenges related to increasing patient volumes,
leading to patient overcrowding and extended waiting times. The aim of this
research was to analyze the management of hospital service facilities and
infrastructure. The design of this research was exploratory descriptive with
a qualitative approach. The subjects of this research were 11 subjects from
units related to hospital services at the West Sidoarjo General Hospital. The
data collection process was carried out using interviews, observation and
documentation. This study showed that improving coordination between
management and medical staff as well as improving medical equipment
maintenance systems will make a significant contribution to hospitals' ability
to meet healthcare needs efficiently. Hospitals need to carry out routine
training on the use of medical equipment, form equipment maintenance
teams and carry out regular audits.
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INTRODUCTION
Hospitals are institutions that provide
comprehensive individual services, including

inpatient, outpatient, and emergency services (Nisa
Srimayarti et al., 2021). The existence of hospitals
is very useful and helps people who need to get
treatment quickly. In addition to providing medical

services, hospital management also has non-medical
components that affect medical services, namely
facilities and infrastructure related to hospitals
(Suratman et al., 2024). The Ministry of Health is
trying to improve regulations related to the
procurement of medical equipment, which include
recommending hospitals or buyers of equipment so
that in every procurement or purchase of medical
equipment, they include the requirements for the
implementation of testing and calibration by the
selling company for newly purchased medical
equipment before being handed over to the buyer,
so that the medical equipment that has been

purchased can be used properly, safely, and
properly (Kurniasih, 2023). Things that need to be
considered as a company in the health sector are the
available facilities and infrastructure, such as

complete medical equipment and services provided
to patients (Molenaar et al., 2022). The condition

and function of the physical facilities of the
equipment must be in good condition (Dewi et al.

2021). They can support health services with good

and integrated coordination between related
agencies, starting from planning, procurement,
distribution, and maintenance, so that the facilities

can function optimally (Syafrawati et al., 2023). In

Indonesia, there are still many hospitals that have

shortcomings in terms of management and
procurement of hospital facilities and infrastructure
(Mahendradhata et al., 2021). Based on previous

study that conducted at the Rokan Hulu Regional

Hospital, there were still many facilities and
infrastructure that were not well maintained, such as
damaged ceilings, broken bathroom locks, and
unkempt windows. this was due to the lack of
manpower in managing facilities and infrastructure
(Hendrisman et al., 2021). Furthermore, previous

study showed that at the Teluk Kuantan Regional
General Hospital, management arrangements were

still needed because there were still many workers
who did not understand what field they were
holding due to the lack of education and training
carried out by facility and infrastructure technicians
and the lack of funds to maintain facilities and
infrastructure (Candra et al., 2018). Based on the
results of a preliminary study conducted by

researchers, there was a surge in the number of
patients in all services until they reached
overcapacity, causing patients to queue to get health
services. There are many public complaints against
hospitals regarding facilities and infrastructure, both
in inpatient and outpatient services. Limited
facilities and infrastructure as well as high queues
for services in inpatient and outpatient rooms result
in discomfort for patients and families.

METHODS

This study used a qualitative approach in the
form of a case study of research objects related to
the management of facilities and infrastructure for
outpatient medical rehabilitation installations at the
West Sidoarjo Regional Hospital, which was
conducted in March 2025. The subjects in the study
were determined by using a purposive sampling
technique by the following inclusion criteria:
working at West Sidoarjo Regional Hospital for at
least 5 years, and willing to be participants.
Uncooperative participants were excluded from the
study. There were 11 subjects consisting of: 1 (one)
Director of the West Sidoarjo Regional Hospital, 1
(one) Head of the Facilities and Infrastructure
Section, 1 (one) Head of the Finance Section, 4
(four) Doctors, and 4 (four) Nurses. The data
collection process was carried out using interviews,
observation, and documentation. The data collected
was analyzed inductively and the results of which
were presented in narrative form. This research had
been declared ethically feasible with the number:
0023470 / EC / KEPK / 1/ 01/2025 on 13 January
2025 at Universitas Strada Indonesia.

RESULTS

The results of the study of 4 participants
related to Hospital Facilities by Outpatients of
Medical Rehab at West Sidoarjo Regional Hospital.
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The following are of the
participants:

Facility satisfaction by the patients

Patient satisfaction with hospital facilities
“Satisfied" (Participant 1), “very good” (Participant
2), “neutral” (Participant 3), “satisfied” (Participant
4)

The improvements that patients expect
“....increasing the capacity of the waiting area and
adding chairs” (Participant 1), “...increasing
ventilation and natural lighting in the waiting
room” (Participant 2), “...Some areas, such as
toilets and waiting rooms, could be given more
attention in terms of cleanliness and completeness
of facilities such as tissues or soap” (Participant 3),
“...increasing seating in the waiting room and
arranging queues more neatly” (Participant 4)
Patient issues related to hospital facilities

“No” (Participant 1), “No” (Participant 2),
“,..accessibility for elderly or disabled patients

the expressions

could be improved, for example with more handrails
or special lanes” (Participant 3), “...some parts of
the hospital need to be cleaned up during peak
hours, especially in the bathrooms and public areas”
(Participant 4)

Specific patient feedback

“...Clean and well-functioning equipment needs to
be checked regularly” (Participant 1), “...Well-
maintained equipment supports patient comfort”
(Participant 2), “...Cleanliness is quite good, but
there are some tools that need to be checked more
regularly to avoid delays in service.” (Participant 3),
“,..The medical equipment used is quite modern
and clean, but education for patients regarding the
use of certain tools can be improved” (Participant 4)

Facility Satisfaction by Doctors

Experience problems with medical equipment
“,...rarely happens, around 1-2 times per month”
(Participant 1), “Quite often” (Participant 2),
“...sometimes the dental unit experiences damage
such as water not coming out or suction not
working” (Participant 3), “...the dental unit is prone
to damage when the electricity suddenly goes out or
comes back on” (Participant 4)

Support of workspace and facilities for optimal
medical services

“Quite optimal, the laboratory is spacious and
supports work activities” (Participant 1), “Quite
supportive” (Participant 2), “...the dental polyclinic
workspace supports optimal services because the
equipment is in good condition” (Participant 3),
“...the workspace already supports -effective
treatment, especially for procedures that require
good infrastructure” (Participant 4)

Timeliness of resolving medical equipment issues
“Fast response, but sometimes have to wait for
spare parts that must be ordered first” (Participant
1), “Quite (Participant  2), “...the
infrastructure response is very good and responsive
to medical equipment problems” (Participant 3),
“...problems are handled quite quickly, but
sometimes the technical team does not understand
the damage to the dental unit in detail” (Participant
4)

The hospital's readiness to face a surge in the
number of patients

“...physical facilities, equipment, and buildings are
fully prepared to deal with a surge in patients”
(Participant 1), “...not yet ready because the

slow”

number of employees is still lacking” (Participant
2), “...facilities are adequate, but need to be
improved to deal with the very large number of
patients” (Participant 3), “...waiting rooms are still
lacking and medical instruments need to be added if
the number of patients increases” (Participant 4)

Facility Satisfaction by Nurses

Experience problems with medical equipment
“...minimal problems, regular maintenance, quick
repairs by the engineering team” (Participant 1),
“...problems rarely occur, the technical team is
ready to handle repairs quickly” (Participant 2),
“...Problems rarely occur, quick repairs thanks to a
good maintenance system” (Participant 3),
“...Facilities are in good condition, diagnostic and
laboratory equipment need maintenance, minimal
impact thanks to technical support” (Participant 4)
The wards and facilities sufficient to accommodate
the number of patients
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“...most of wards are sufficient to accommodate
patients, there is an effective bed management
system” (Participant 1), “...the wards are adequate,
coordination between units is effective when there
is a surge in patients” (Participant 2), “...the wards
are sufficient, flexibility in bed arrangements
ensures unimpeded care” (Participant 3), “...the
wards capacity is adequate, there is a mechanism to
manage patient flow efficiently” (Participant 4)
The condition of cleanliness and maintenance of the
facilities

“...cleanliness is a priority with strict sanitation
standards and routine monitoring; suggestions:
increase the frequency of sterilization in high-risk
areas” (Participant 1), “...cleanliness is very well
maintained; improvements can be made with
automated strategic  points”
(Participant 2), “...cleanliness is maintained with
strict cleaning schedules and high-quality
disinfectants; hygiene education for visitors can be

sterilizers  at

improved” (Participant 3), “...cleanliness is well
maintained; adding air sterilizers in infection-prone
areas can improve conditions” (Participant 4)
Management support in addressing facility issues
“,..management support is very good with clear
reporting procedures for facility improvements;
issues are addressed quickly without disrupting
services” (Participant 1), “...management is open to
input from medical staff; infrastructure issue
reporting system is very effective” (Participant 2),
“...management supports medical staff in ensuring
facilities are optimal; reporting procedures are
transparent and responsive to issues” (Participant
3), “...management support is very good; reporting
of faults is easy through an integrated system,
ensuring issues are addressed promptly.”
(Participant 4)

Head of Facilities and Infrastructure Section’s
Feedback

Maintenance and care of hospital facilities
according to standards

“...We ensure the maintenance and care of facilities
by creating a routine inspection schedule and
collaborating with internal technical parties and

external vendors. We also use standard operating

procedures (SOPs) as a reference for
implementation.”

Obstacles that are often faced in the maintenance
process

“...the main obstacles are usually related to budget
constraints, delays in procurement of spare parts,
and less than optimal cross-unit coordination”
Coordination between the team of the maintenance
section

“...coordination is quite effective through an
internal reporting system. We also use a fast
communication group and online facility for
complaints to speed up follow-up.”

Special procedures used to speed up the handling of
facility problems

“...we have a fast response service SOP for
emergency cases and a priority mechanism based on
the level of urgency of damage reports.”
Challenges faced in maintaining the quality of
hospital facilities and ways to address them.

“...the biggest challenge is keeping facilities
optimal amidst limited resources and intensive use
every day.”

“...we conduct regular monitoring, carry out
preventive repairs, and collaborate with third parties
for technical support.”

Effectiveness of the evaluation of hospital facilities
“...the routine evaluation and audit program runs
according to schedule and provides many important
inputs for infrastructure improvements.”

Results from the evaluation that have not been
followed up

“...there are several inputs that are still in the
process of being followed up because they are
waiting for budget allocation and development
priorities.”

Procurement of medical equipment

“...we always coordinate with the head of the
installation and service users to ensure that needs
are properly recorded and verified.”

The procurement process is regulated to ensure the
quality and sustainability of services

“...the procurement process is carried out through
e-purchasing and tenders by applicable provisions
while paying attention to quality standards and
equipment durability.”
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Director of West Sidoarjo Regional Hospital
Feedback

The main strategy to
infrastructure management
“...0Our strategy includes strengthening data-based
planning, periodic evaluation of facility conditions,
and integration of services with digital systems. In

improve facility and

the future, West Sidoarjo Regional Hospital will
transform into a leading hospital based on digital
and integrated services.”

Obstacles that are often faced in implementing the
strategy

“,..Jimited budget and human resources are the
main challenges. However, we continue to innovate
and coordinate with the local government and other
stakeholders to overcome them.”

Evaluate the efficiency of the use of current hospital
facilities

“...evaluations are carried out periodically through
an internal audit system, user satisfaction surveys,
and digital monitoring of room utilization.”

Plans to increase capacity or improve existing
facilities

“...in 2025 we will build hemodialysis services,
expand operating rooms, increase Intensive Care
Unit capacity, and enlarge emergency room services
to accommodate the surge in patients.”

The decision-making process in prioritizing hospital
infrastructure improvements

“...we implement a participatory approach and
data-based needs analysis of services. Improvement
plans are focused on services that are most needed
by patients and have a high impact on safety and
quality of service.”

Factors that influence the decisions

*“...the main factors include the medical needs of the
community, budget availability, HR readiness, and
the urgency of services for the quality of hospital
services.”
Evaluation infrastructure
conditions

frequency of the

“...audits are conducted at least twice a year,
supplemented by surprise inspections based on user
reports or the results of monitoring the hospital
information system.”

Evaluation findings from the evaluation that affect
hospital operations

accelerated
improvements, such as improving room ventilation,
rejuvenating equipment, and improving the
electrical system in the ER and inpatient areas.”
Management plan for the maintenance of medical

“...some  findings  encourage

and non-medical facilities.
“...we prepare short-term and long-term
maintenance plans based on actual conditions and
minimum service standards, and strengthen the
damage reporting system by users.”

Special plans for modernizing hospital equipment
“...we will modernize equipment through e-
purchasing, cooperation with medical technology
providers, and a gradual equipment renewal
program starting in 2025.”

Ways to address the problems of the hospital facility
“...will increase treatment rooms by optimizing
existing space, building additional facilities, and
implementing a more efficient triage and outpatient
system.”

DISCUSSION

Based on the research results, proper
planning is needed so that hospital facilities follow
what is expected. Based to a previous study,
planning is very important because planning is the
initial determination of the direction of an activity

(Hartanto et al., 2022). Planning is an action to

determine a direction of action, planning provides
strategic direction and answers to where, how, what,
who, and when (Bryson et al., 2019). Strategic
planning in some circumstances may provide a way

of knowing helpful to decision makers (Ojogiwa,
2021). Planning in hospitals shows the importance
of a structured approach to improving the quality of
facilities and services. Making a plan is an absolute
requirement to implement preventive maintenance.
The plan will be the reference for all activities.
Proper planning will better ensure the achievement
of maintenance goals, on the other hand, an
immature plan opens up opportunities for deviations
in its implementation (Desbalo et al., 2024). Facility

maintenance management is essential for ensuring
long-term values and sustaining project goals
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(Dzulkifli et al., 2021). From the patient's
perspective, the level of satisfaction varies, with
some feeling satisfied and others considering the
facilities very good, indicating the need for
improvements such as better waiting area capacity
and lighting. However, based on the hospital
accreditation standards, this
component facilities and safety Management
standards facilities and environment in the hospital
it must be safe, function well, and deliver safe care
environment for patients, family, staff and visitors.
To achieve That goal is physical facilities,
buildings, infrastructure and health equipment and
other resources must be managed effectively to

is an important

reduce and controlling dangers, risks, preventing
accidents, injuries and occupational diseases (Tyas
& Agustina, 2024).

Doctors emphasize the need to identify
medical equipment problems and plan preventive

maintenance to maintain functionality and readiness
for a surge in patients. Preventive maintenance is a
maintenance activity in the form of maintenance by
cleaning equipment carried out every day by
operators and adjustment activities, lubrication and
replacement of maintenance materials carried out by
technicians periodically (Ramadhani & Heliyanti,
2018). Preventive maintenance aims to minimize
the possibility of damage. Maintenance of facilities
and infrastructure has several goals and benefits,

including optimizing the useful life of equipment,
ensuring the operational readiness of equipment to
support the smooth running of work so that optimal
results are obtained, ensuring the availability of
necessary equipment through regular checks and
ensuring the safety of people or students who use
the equipment (Dzulkifli et al., 2021).

Meanwhile, nurses reported that although

routine maintenance schedules have reduced facility
problems, some equipment still requires more
attention, especially in high-risk areas. Maintenance
of medical equipment is one way to ensure that
equipment is always in good condition, can function
properly, and has a longer service life (Corciova, C.
Fuior, R., Andritoi, D., & Luca, 2022). Apart from
that, using equipment according to correct and
appropriate procedures by health workers can

reduce the risk of equipment damage (Handayani,
2020). Overall, careful planning will help hospitals
meet patient expectations and improve service
efficiency. Analysis of planning in various aspects
at the West Sidoarjo Regional Hospital shows that
planning is a crucial element in improving the
quality of hospital services and facilities. This
results in line with the previous study that planning
is the initial step that determines the direction of an
activity, provides strategies and answers to various
important questions (I Nyoman Tri Sutaguna et al.,
2023). In addition, planning hospital facilities and
infrastructure, management readiness is needed to
organize facilities and infrastructure (Yazdani et al.

2022). Good coordination and communication
between related parties in the medical equipment
logistics management process and the creation of
standard operational procedure documents at each

stage of equipment logistics management, will
improve the quality of service (Shcherbakov &
Silkina, 2021).

In terms of organization, it is important to
allocate the right resources for the implementation
of facility repairs according to priorities.
Respondents identified that although most did not
with  the
infrastructure, a need to improve accessibility for
elderly or disabled patients at RSUD Sidoarjo Barat.
Therefore, the organization of the maintenance team

experience  problems hospital

and equipment procurement must be carried out
properly to ensure that all repairs can be carried out
efficiently. The hospital organize a
maintenance team that is responsible for handling

must

the repair of medical equipment and infrastructure
(Thapa et al., 2022). The formation of a technical
team consisting of electromedical technicians and

infrastructure staff is very important to ensure that
all equipment is functioning properly. In addition,
resource allocation must be carried out efficiently to
support the procurement of necessary spare parts
and staff training on medical
maintenance. Compiling a list of important spare
parts that are always available in the hospital is a
strategic step to speed up the repair process and
prevent operational disruptions.

equipment
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Implementation of the maintenance plan is a
top priority in the actuating aspect (Kumaresan et
al., 2024). Preventive maintenance must be carried
out routinely to prevent damage to medical devices,
while responding to complaints from medical staff
must be done quickly through standard operating
procedures (SOPs). Staff education is also an
important part of implementing this plan. Providing
training to staff on how to use medical devices
properly and how to report problems that occur will
improve work efficiency and service quality.
Regular training sessions can help improve staff
understanding of the importance of maintaining the
condition of medical devices so that they continue
to function optimally.

CONCLUSION

There are several aspects of assessment
related to the management of hospital facilities,
namely strong management support in overcoming
obstacles related to infrastructure. In the inpatient,
outpatient and surgical units, problems with medical
facilities and equipment are resolved directly by
nurses. Cleanliness is a top priority with strict
sanitation standards, although there are suggestions
to increase the frequency of sterilization in high-risk
areas and add automatic sterilizers at strategic
points.

SUGGESTION

Hospitals should establish a maintenance
team consisting of technicians and medical
personnel to handle facility issues quickly and
efficiently, and ensure smooth communication
between teams. Furthermore, conducting regular
training sessions for staff on the use of medical
equipment and proper cleaning procedures will
improve the quality of service and awareness of the
importance of facility maintenance. Conducting
regular audits of the condition of the facility and the
performance of the cleaning team and evaluating
responses to patient complaints will help identify
areas for improvement so the hospital can ensure
that cleanliness and service standards are met.
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