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ABSTRACT
Radiotherapy remains a crucial pillar in the management of various cancers; however, its
effectiveness is not solely contingent upon advancements in medical technology but also on a
comprehensive patient experience. The theoretical significance of deeply understanding
patient perceptions lies in its capacity to inform the development of patient-centered
healthcare models, extending beyond clinical efficacy to encompass psychosocial and
emotional dimensions. Practically, positive patient perceptions of radiotherapy services
directly correlate with treatment adherence, patient satisfaction, and ultimately, better health
outcomes, while also mitigating the significant psychological burden associated with illness
and treatment. Recent data from the World Health Organization (WHO) indicate a global
increase in cancer prevalence, with estimated new cases rising annually, underscoring the
urgency to continuously enhance the quality of radiotherapy services received by patients.
This trend is exacerbated by systemic healthcare challenges, including resource limitations
and variations in service quality across facilities, which can widen disparities in patient
experiences. A specific research gap exists in the dearth of in-depth qualitative studies that
richly and contextually explore patient perceptions of radiotherapy services in urban
Indonesia, particularly in Medan, which possesses unique demographic and healthcare system
characteristics. Much of the existing literature tends to quantitatively measure satisfaction or
focus on technical aspects of treatment, leaving a considerable void in understanding patients'
narrative experiences across the entire spectrum of their journey, from diagnosis acceptance to
interactions with medical staff and the emotional and social impact of radiation therapy.
Therefore, this study aims to deeply explore and develop a fundamental theory regarding
patient perceptions of radiotherapy service quality in selected hospitals in Medan, Indonesia,
focusing on identifying key dimensions that shape their experiences and how these
dimensions interact. Grounded in the theoretical frameworks of Patient-Centered Care and
Service Quality theory, this research endeavors to build a rich theoretical understanding that
can guide improvements in service quality. The primary hypothesis underlying this study is
that patient perceptions of radiotherapy services constitute a multidimensional construct
influenced by factors such as the professional competence of staff, effective communication,
the physical environment of the facility, and emotional and psychosocial support, collectively
shaping the overall experience that in turn influences treatment acceptance and success. This
research employs a classic Grounded Theory design, chosen for its ability to generate theory
directly from empirical data, making it highly suitable for exploring phenomena with limited
prior understanding or theoretical grounding. The study sample comprises 30 adult patients
who are currently undergoing or have completed radiotherapy at public and private hospitals
in Medan, selected through purposive sampling followed by theoretical sampling. The
primary instrument utilized is semi-structured in-depth interviews, supplemented by
participant observation in radiotherapy areas to capture environmental context and
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interactions. Data validity and reliability are maintained through data triangulation, member
checking, and rich description. Data analysis is conducted iteratively using the constant
comparative method, involving open coding, axial coding, and selective coding to identify
patterns, themes, and relationships between concepts until theoretical saturation is achieved.
Data analysis reveals that patient perceptions of radiotherapy services are a dynamic construct
shaped by the complex interplay of initial expectations, actual experiences, and personal
interpretations. Five core categories emerged from the data: (1) Readiness and Understanding
of Therapy, emphasizing the importance of clear information regarding treatment goals,
procedures, potential side effects, and duration. (2) Quality of Interaction with Professional
Staff, highlighting appreciation for technical competence and empathetic communication. (3)
Efficiency and Comfort of the Service Process, encompassing schedule management, minimal
waiting times, and a comfortable physical environment. (4) Experience of Side Effects and
Their Management, where communication and management of side effects by the medical
team significantly shape perceptions. (5) Psychosocial and Emotional Support, recognized as
a crucial element for patients’ mental resilience. A significant unexpected finding is the
emergence of the category "Self-Adaptation and Acceptance,” demonstrating how patients
actively develop coping strategies and self-acceptance in response to their radiotherapy
experience. The primary pattern identified is that positive perceptions of radiotherapy services
are not a result of one or two factors, but rather a synergy of all interconnected dimensions of
the patient experience. The conclusion of this study is that patient perceptions of radiotherapy
services are a complex phenomenon shaped by dynamic interactions between technical,
interpersonal, administrative, and psychosocial aspects. The fundamental theory developed,
termed the "Patient-Centered Radiotherapy Experience Model,” underscores that a positive
experience is contingent not only on clinical treatment success but also on the quality of
interactions, adequate information, effective side effect management, and comprehensive
emotional support. The theoretical contribution of this research is the development of a rich
and specific conceptual framework for understanding the radiotherapy experience from the
patient's perspective within the Indonesian context, which can serve as a foundation for
further research. Practically, these findings provide direct implications for hospitals in Medan
and similar regions to design and implement service quality improvement programs focusing
on the holistic needs of patients, including staff training in empathetic communication,
development of easily understandable information materials, streamlining service workflows,
and providing more structured psychosocial support. Recommendations for future research
include quantitative validation of the developed model, exploration of healthcare
professionals' perspectives, and comparative studies across different types of healthcare
facilities.

Keywords: Patient Perceptions, Radiotherapy Services, Grounded Theory, Healthcare
Service Quality, Patient Experience, Medan.

STUDI GROUNDED THEORY TENTANG PERSEPSI PASIEN TERHADAP
LAYANAN RADIOTERAPI DI RUMAH SAKIT MEDAN

ABSTRAK
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Radioterapi tetap menjadi pilar penting dalam penanganan berbagai kanker; namun,
efektivitasnya tidak hanya bergantung pada kemajuan teknologi medis, tetapi juga pada
pengalaman pasien yang komprehensif. Signifikansi teoretis dari pemahaman mendalam
tentang persepsi pasien terletak pada kapasitasnya untuk menginformasikan pengembangan
model perawatan kesehatan yang berpusat pada pasien, yang melampaui efikasi klinis hingga
mencakup dimensi psikososial dan emosional. Secara praktis, persepsi pasien yang positif
terhadap layanan radioterapi berkorelasi langsung dengan kepatuhan pengobatan, kepuasan
pasien, dan pada akhirnya, hasil kesehatan yang lebih baik, sekaligus mengurangi beban
psikologis yang signifikan terkait dengan penyakit dan pengobatan. Data terbaru dari
Organisasi Kesehatan Dunia (WHO) menunjukkan peningkatan prevalensi kanker secara
global, dengan perkiraan kasus baru meningkat setiap tahunnya, yang menggarisbawahi
urgensi untuk terus meningkatkan kualitas layanan radioterapi yang diterima pasien. Tren ini
diperburuk oleh tantangan sistemik dalam perawatan kesehatan, termasuk Kketerbatasan
sumber daya dan variasi kualitas layanan di seluruh fasilitas, yang dapat memperlebar
disparitas dalam pengalaman pasien. Kesenjangan penelitian yang spesifik terdapat pada
kurangnya studi kualitatif mendalam yang mengeksplorasi secara kaya dan kontekstual
persepsi pasien terhadap layanan radioterapi di perkotaan Indonesia, khususnya di Medan,
yang memiliki karakteristik demografi dan sistem perawatan kesehatan yang unik. Sebagian
besar literatur yang ada cenderung mengukur kepuasan secara kuantitatif atau berfokus pada
aspek teknis perawatan, sehingga meninggalkan kekosongan yang cukup besar dalam
memahami pengalaman naratif pasien di seluruh spektrum perjalanan mereka, mulai dari
penerimaan diagnosis hingga interaksi dengan staf medis dan dampak emosional dan sosial
dari terapi radiasi. Oleh karena itu, penelitian ini bertujuan untuk mengeksplorasi secara
mendalam dan mengembangkan teori fundamental mengenai persepsi pasien terhadap kualitas
layanan radioterapi di beberapa rumah sakit terpilih di Medan, Indonesia, dengan fokus pada
identifikasi dimensi-dimensi kunci yang membentuk pengalaman mereka dan bagaimana
dimensi-dimensi ini berinteraksi. Berdasarkan kerangka teoritis Perawatan yang Berpusat
pada Pasien dan teori Kualitas Layanan, penelitian ini berupaya membangun pemahaman
teoritis yang kaya yang dapat memandu peningkatan kualitas layanan. Hipotesis utama yang
mendasari penelitian ini adalah bahwa persepsi pasien terhadap layanan radioterapi
merupakan konstruksi multidimensi yang dipengaruhi oleh faktor-faktor seperti kompetensi
profesional staf, komunikasi yang efektif, lingkungan fisik fasilitas, serta dukungan emosional
dan psikososial, yang secara kolektif membentuk keseluruhan pengalaman yang pada
gilirannya memengaruhi penerimaan dan keberhasilan pengobatan. Penelitian ini
menggunakan desain Grounded Theory klasik, yang dipilih karena kemampuannya untuk
menghasilkan teori langsung dari data empiris, sehingga sangat cocok untuk mengeksplorasi
fenomena dengan pemahaman awal atau landasan teori yang terbatas. Sampel penelitian
terdiri dari 30 pasien dewasa yang sedang menjalani atau telah menyelesaikan radioterapi di
rumah sakit umum dan swasta di Medan, dipilih melalui purposive sampling yang dilanjutkan
dengan pengambilan sampel teoritis. Instrumen utama yang digunakan adalah wawancara
mendalam semi-terstruktur, dilengkapi dengan observasi partisipan di area radioterapi untuk
menangkap konteks dan interaksi lingkungan. Validitas dan reliabilitas data dipertahankan
melalui triangulasi data, pengecekan anggota, dan deskripsi kaya. Analisis data dilakukan
secara iteratif menggunakan metode komparatif konstan, yang melibatkan pengkodean
terbuka, pengkodean aksial, dan pengkodean selektif untuk mengidentifikasi pola, tema, dan
hubungan antar konsep hingga tercapai kejenuhan teoritis. Analisis data menunjukkan bahwa
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persepsi pasien terhadap layanan radioterapi merupakan konstruksi dinamis yang dibentuk
oleh interaksi kompleks antara ekspektasi awal, pengalaman nyata, dan interpretasi pribadi.
Lima kategori inti muncul dari data: (1) Kesiapan dan Pemahaman Terapi, yang menekankan
pentingnya informasi yang jelas mengenai tujuan perawatan, prosedur, potensi efek samping,
dan durasi. (2) Kualitas Interaksi dengan Staf Profesional, yang menyoroti apresiasi atas
kompetensi teknis dan komunikasi yang empatik. (3) Efisiensi dan Kenyamanan Proses
Layanan, yang mencakup manajemen jadwal, waktu tunggu minimal, dan lingkungan fisik
yang nyaman. (4) Pengalaman Efek Samping dan Penanganannya, di mana komunikasi dan
penanganan efek samping oleh tim medis secara signifikan membentuk persepsi. (5)
Dukungan Psikososial dan Emosional, yang diakui sebagai elemen krusial bagi ketahanan
mental pasien. Temuan tak terduga yang signifikan adalah munculnya kategori "Adaptasi dan
Penerimaan Diri", yang menunjukkan bagaimana pasien secara aktif mengembangkan strategi
koping dan penerimaan diri dalam menanggapi pengalaman radioterapi mereka. Pola utama
yang teridentifikasi adalah persepsi positif terhadap layanan radioterapi tidak bukan
merupakan hasil dari satu atau dua faktor, melainkan sinergi dari semua dimensi pengalaman
pasien yang saling terkait. Kesimpulan dari penelitian ini adalah bahwa persepsi pasien
terhadap layanan radioterapi merupakan fenomena kompleks yang dibentuk oleh interaksi
dinamis antara aspek teknis, interpersonal, administratif, dan psikososial. Teori fundamental
yang dikembangkan, yang disebut "Model Pengalaman Radioterapi yang Berpusat pada
Pasien”, menggarisbawahi bahwa pengalaman positif tidak hanya bergantung pada
keberhasilan perawatan Klinis tetapi juga pada kualitas interaksi, informasi yang memadai,
manajemen efek samping yang efektif, dan dukungan emosional yang komprehensif.
Kontribusi teoretis dari penelitian ini adalah pengembangan kerangka konseptual yang kaya
dan spesifik untuk memahami pengalaman radioterapi dari perspektif pasien dalam konteks
Indonesia, yang dapat menjadi landasan bagi penelitian lebih lanjut. Secara praktis, temuan ini
memberikan implikasi langsung bagi rumah sakit di Medan dan wilayah serupa untuk
merancang dan menerapkan program peningkatan kualitas layanan yang berfokus pada
kebutuhan holistik pasien, termasuk pelatihan staf dalam komunikasi empati, pengembangan
materi informasi yang mudah dipahami, penyederhanaan alur kerja layanan, dan penyediaan
dukungan psikososial yang lebih terstruktur. Rekomendasi untuk penelitian selanjutnya
meliputi validasi kuantitatif model yang dikembangkan, eksplorasi perspektif tenaga
kesehatan, dan studi perbandingan di berbagai jenis fasilitas pelayanan kesehatan.

Kata Kunci: Persepsi Pasien, Pelayanan Radioterapi, Grounded Theory, Kualitas Pelayanan
Kesehatan, Pengalaman Pasien, Medan.

INTRODUCTION

The landscape of cancer treatment has been dramatically reshaped by advancements
in medical technology and therapeutic modalities. Among these, radiotherapy stands as a
cornerstone in the management of a vast array of malignancies, offering a non-invasive or
minimally invasive approach to target and destroy cancerous cells (Hassanein et al., 2021).
The efficacy of radiotherapy is not solely determined by its technical precision and clinical
outcomes, but is increasingly recognized as being deeply intertwined with the patient
experience. Patient perception, encompassing their understanding, expectations, satisfaction,
and overall emotional well-being throughout the treatment journey, plays a critical role in
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adherence, treatment tolerance, and ultimately, quality of life (QoL) (Nekhlyudov et al.,
2023). This perception is a complex interplay of factors, including the communication from
healthcare providers, the perceived accessibility and efficiency of services, the physical
environment of the treatment facility, and the psychological support received.

The global burden of cancer continues to rise, with significant implications for
healthcare systems worldwide. According to the World Health Organization (WHO) (2022),
cancer is a leading cause of death globally, accounting for an estimated 10 million deaths in
2020. This escalating incidence necessitates a continuous re-evaluation and optimization of
cancer care delivery, moving beyond purely clinical metrics to embrace a holistic approach.
In low- and middle-income countries (LMICs), the challenges are often amplified due to
resource constraints, disparities in access to advanced treatments, and a potential gap in
patient-centered care models (Jemal et al., 2017). Indonesia, as a populous nation in
Southeast Asia, faces its own unique set of challenges in providing equitable and high-quality
cancer care. While specific, up-to-date epidemiological data on cancer incidence and
radiotherapy utilization in Indonesia can be fragmented, general trends indicate a growing
need for advanced cancer therapies, including radiotherapy, to manage the increasing cancer
burden (World Cancer Research Fund International, 2020). The demand for radiotherapy
services is projected to increase significantly in the coming years, driven by aging
populations, lifestyle changes, and improved diagnostic capabilities (Parkin et al., 2018).

Within this broader context, understanding the patient's perspective on radiotherapy
services is paramount. Radiotherapy is often a prolonged and arduous treatment,
characterized by the need for frequent hospital visits, potential side effects, and significant
psychological distress (Andersen et al., 2022). Patients undergoing radiotherapy are not
merely passive recipients of treatment; they are active participants whose engagement and
well-being are crucial for therapeutic success. Their perceptions can influence their
willingness to complete the prescribed treatment course, their ability to cope with side
effects, and their overall satisfaction with the care received (Fitch et al., 2019). Despite the
growing recognition of patient-centered care, empirical evidence regarding the specific
perceptions of patients undergoing radiotherapy, particularly in diverse healthcare settings
like Medan, Indonesia, remains limited. There is a discernible gap in the literature that delves
into the granular details of what patients find effective or challenging within the radiotherapy
service delivery, from their unique vantage point.

The current literature, while rich in exploring patient satisfaction with healthcare
services generally, often lacks the depth required to capture the nuanced experiences of
patients undergoing a highly technical and emotionally charged treatment like radiotherapy.
Existing studies frequently rely on quantitative survey instruments that may not fully capture
the lived realities, the unspoken concerns, or the emergent themes that arise from direct
patient engagement (Smith et al., 2020). Furthermore, much of the research on radiotherapy
patient perceptions originates from Western healthcare systems, which may not directly
translate to the cultural, socioeconomic, and healthcare infrastructure specific to Indonesia.
The unique socio-cultural fabric of Medan, with its diverse population and specific healthcare
practices, likely shapes patient expectations and experiences in ways that are not yet
understood. Therefore, a study employing a qualitative approach, such as Grounded Theory,
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is essential to inductively develop a comprehensive understanding of these perceptions,
moving beyond pre-defined categories to uncover the underlying theoretical constructs that
explain the patient experience.

This study aims to address this critical gap by exploring the perceptions of patients
undergoing radiotherapy services in hospitals in Medan, Indonesia. By employing a
Grounded Theory approach, this research seeks to generate a theory that is empirically
grounded in the experiences and perspectives of the patients themselves. This methodology is
particularly well-suited for exploring complex social phenomena where existing theories may
be insufficient or non-existent. It allows for the inductive development of categories and
concepts directly from the data, leading to a rich and nuanced understanding of the
phenomenon under investigation (Charmaz, 2014). Unlike deductive approaches that test pre-
existing hypotheses, Grounded Theory endeavors to build theory from the ground up,
revealing emergent patterns and relationships that might otherwise be overlooked. This is
crucial for understanding the multifaceted nature of patient perceptions in a context that has
been under-researched.

The primary objective of this research is to develop a substantive theory that explains
how patients perceive radiotherapy services in Medan hospitals. To achieve this, the study
will address the following research questions: (1) What are the key dimensions of patients'
perceptions of radiotherapy services in Medan hospitals? (2) How do patients experience the
various stages of radiotherapy treatment from the point of referral to completion? (3) What
factors influence patients' overall satisfaction and their perception of the quality of
radiotherapy services? (4) What are the emergent themes and underlying meanings that shape
patients' understanding and evaluation of their radiotherapy experience?

The significance of this research lies in its potential to provide actionable insights for
improving radiotherapy service delivery in Medan and, by extension, in similar healthcare
settings in Indonesia and other LMICs. By understanding the patient's perspective in depth,
healthcare providers, hospital administrators, and policymakers can identify specific areas for
intervention, leading to enhanced patient satisfaction, improved adherence to treatment, and
ultimately, better health outcomes. This study will contribute to the existing body of
knowledge by providing a context-specific, empirically derived theory of patient perceptions
of radiotherapy. Furthermore, it will offer a methodological contribution by demonstrating
the utility of Grounded Theory in exploring complex healthcare experiences within a unique
cultural and healthcare milieu. By giving voice to the patients, this research aims to foster a
more patient-centered and compassionate approach to cancer care.

LITERATURE REVIEW

The advent of radiotherapy has revolutionized cancer treatment, offering a crucial
modality for managing malignant diseases. However, the efficacy of this treatment is
intrinsically linked not only to technical precision and clinical outcomes but also to the
patient's subjective experience and perception of the care received. Understanding these
perceptions is vital for healthcare providers to optimize service delivery, enhance patient
satisfaction, and ultimately improve the overall treatment journey. This literature review aims
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to explore existing research on patient perceptions of radiotherapy services, highlighting key
themes, theoretical underpinnings, and empirical evidence, with a specific focus on informing
a Grounded Theory study investigating these perceptions within the context of a hospital in
Medan.

Patient perceptions of radiotherapy services are complex and influenced by a myriad
of factors, extending beyond the technical aspects of radiation delivery. Research consistently
points to several core dimensions that shape patient experiences. Communication stands out
as a paramount factor, encompassing not only the clarity and comprehensiveness of
information provided about the treatment, its side effects, and expected outcomes, but also
the empathy and responsiveness of healthcare professionals. For instance, studies by Zhu et
al. (2021) in Patient Education and Counseling underscore how effective communication can
mitigate anxiety and foster a sense of control among patients undergoing radiotherapy.
Conversely, a lack of clear and consistent information can lead to heightened fear,
misunderstandings, and dissatisfaction, as observed in research by Fallowfield et al.
(2019) on patient-provider communication in oncology.

Beyond communication, the waiting experience in radiotherapy departments is a
significant determinant of patient perception. Long waiting times for appointments, treatment
sessions, and diagnostic procedures can contribute to stress, fatigue, and a feeling of being
devalued. A qualitative study by Jacobsen et al. (2020) in the Journal of Medical Imaging and
Radiation Oncology identified that perceived inefficiency in scheduling and prolonged
waiting periods negatively impacted patient morale and their overall perception of the service
quality. This highlights the need for efficient operational management within radiotherapy
departments to ensure timely access to care. Furthermore, the physical environment of the
radiotherapy unit also plays a role. While perhaps less overtly discussed than communication,
aspects such as cleanliness, comfort of waiting areas, and the overall ambiance can influence
a patient's sense of well-being and trust. A study by Nordin et al. (2022) in Radiotherapy and
Oncology found that patients often described the treatment rooms as intimidating,
emphasizing the importance of creating a more supportive and less clinical atmosphere where
possible.

Moreover, therole of healthcare professionals, including radiation oncologists,
radiation therapists, nurses, and support staff, is central to patient perceptions. Beyond their
technical expertise, patients value their compassion, respect, and willingness to address
concerns. The 'human touch' in a technologically advanced field like radiotherapy can
significantly differentiate a positive from a negative experience. Lambert et al.
(2017) in Quality of Life Research demonstrated that perceived attentiveness and emotional
support from staff were strongly correlated with higher patient satisfaction scores.

Several theoretical frameworks can inform the understanding of patient perceptions in
healthcare settings, including radiotherapy. Service Quality models, such as the SERVQUAL
model developed by Parasuraman, Zeithaml, and Berry (1988), provide a robust framework
for assessing service quality through dimensions like tangibles (physical facilities,
equipment), reliability (ability to perform the promised service dependably and accurately),
responsiveness (willingness to help customers and provide prompt service), assurance
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(knowledge and courtesy of employees and their ability to inspire trust and confidence), and
empathy (caring, individualized attention). While originally developed for the service
industry, its applicability to healthcare has been widely recognized and adapted, offering a
structured approach to evaluating patient experiences.

Another relevant theoretical lens is Social Cognitive Theory (SCT), particularly
Bandura's concept of self-efficacy. In the context of radiotherapy, a patient's belief in their
ability to cope with the treatment, manage side effects, and adhere to medical advice can
significantly influence their perceptions and overall experience. Positive perceptions of
support and clear communication can bolster self-efficacy, leading to a more proactive and
less anxious patient. Conversely, feelings of helplessness and lack of control, often stemming
from poor communication or perceived disorganization, can diminish self-efficacy and
negatively impact perceptions. Furthermore, theories of stress and coping are crucial for
understanding the psychological impact of radiotherapy. Patients often experience significant
stress due to the diagnosis, the treatment itself, and its potential side effects. Their coping
mechanisms, influenced by their perceptions of the support system and the healthcare
environment, will shape their subjective experience.

A growing body of research has explored patient perceptions of radiotherapy services
across various international contexts. Studies from developed nations often highlight the
importance of individualized care, technological advancements, and patient empowerment.
However, there exists a discernible gap in the literature concerning patient perceptions of
radiotherapy services within resource-limited settings or specific cultural contexts such as
Indonesia, and particularly in a city like Medan. While general principles of patient care are
universal, the socio-cultural nuances, economic factors, and specific healthcare infrastructure
in different regions can profoundly influence patient expectations and experiences. Previous
studies on patient satisfaction in Indonesian hospitals, such as those by Santoso et al.
(2018) in the International Journal of Public Health Science, have often focused on general
hospital services or specific departments like outpatient care. However, the highly specialized
and often anxiety-provoking nature of radiotherapy warrants a dedicated investigation.

Given the aforementioned gaps and the complexity of patient perceptions, a Grounded
Theory (GT) approach is particularly well-suited for this study. GT, pioneered by Glaser and
Strauss (1967), is an inductive research methodology focused on developing a theory that
emerges from the data itself, rather than testing pre-existing hypotheses. This approach is
ideal for exploring phenomena where existing literature is limited or when seeking to
understand the lived experiences of participants in their own words. By allowing themes and
categories to emerge organically from patient narratives, GT can uncover nuanced and
context-specific insights into how patients in Medan perceive radiotherapy services. This
methodology will enable the researchers to delve deeply into the ‘why' and 'how' behind these
perceptions, leading to a richer and more comprehensive understanding than a purely
deductive approach might yield.

In conclusion, patient perceptions of radiotherapy services are a critical, yet often
underexplored, aspect of cancer care. Factors such as communication, waiting times, the
physical environment, and the interpersonal skills of healthcare professionals significantly
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shape these perceptions. While theoretical frameworks offer valuable lenses, there remains a
significant need for context-specific research, particularly in regions like Medan, Indonesia.
A Grounded Theory study, by its very nature, can address this gap by generating theory
directly from the experiences of patients. The findings from such a study will not only
contribute to the existing body of knowledge but also provide actionable insights for hospitals
in Medan and similar settings to enhance the quality and patient-centeredness of their
radiotherapy services, ultimately improving the holistic cancer care experience.

RESEARCH METHODS

This study adopted a qualitative research design employing a Grounded Theory (GT)
approach to explore and generate a theoretical framework regarding patients' perceptions of
radiotherapy services within a hospital setting in Medan. The GT methodology was
rigorously selected due to its inherent strength in developing theory from empirical data,
particularly when existing literature is scarce or insufficient to explain complex social
phenomena from the perspective of those experiencing it. The primary objective of this
research was to uncover the underlying processes, interactions, and meanings that shape
patient experiences with radiotherapy, making GT an ideal choice for its inductive and
iterative nature. This approach allows for the emergence of themes and concepts directly
from the participants' narratives, fostering a deep and nuanced understanding of their lived
experiences, rather than imposing pre-existing theoretical constructs.

The research focused on two primary constructs: "Patient Perceptions of Radiotherapy
Services" and "Factors Influencing Patient Experience.” "Patient Perceptions of Radiotherapy
Services" was operationally defined as the subjective interpretations, attitudes, and
evaluations that patients form regarding the various aspects of their radiotherapy treatment,
including the clinical environment, the healthcare professionals’ conduct, the treatment
process itself, and the perceived outcomes. This construct encompasses both cognitive
appraisals (e.g., understanding of the treatment, perceived effectiveness) and affective
responses (e.g., feelings of anxiety, hope, satisfaction). "Factors Influencing Patient
Experience"” was defined as any element, internal or external to the patient and the healthcare
system, that contributes to shaping their overall journey with radiotherapy. This includes, but
is not limited to, the quality of communication, the availability of support, the physical
comfort of the treatment environment, and the patient's personal coping mechanisms and
expectations. These constructs were not treated as independent or dependent variables in a
traditional sense but rather as central to the emergent theory.

The participant sample for this study comprised adult patients who had undergone or
were currently undergoing radiotherapy treatment at a designated hospital in Medan.
A purposive sampling strategy was employed, a hallmark of GT research, to recruit
participants believed to possess rich and relevant experiences. This method ensured that the
data collected would be maximally informative for theory generation. The initial sample size
was not predetermined but rather guided by the principle of theoretical saturation, a core tenet
of GT. Theoretical saturation is achieved when new data collected no longer elicits new
properties, dimensions, or relationships of the emerging categories, indicating that the
theoretical framework has been sufficiently developed. The recruitment process involved
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initial contact through hospital staff who were aware of the study's ethical approval and
research objectives. Potential participants were then approached by the researcher, who
clearly explained the study's purpose, procedures, and their rights as participants.

Detailed demographic information was collected from participants to provide a
descriptive context for their experiences. This included age, gender, educational background,
marital status, occupation, and the specific type and duration of their radiotherapy treatment.
For instance, the sample comprised individuals ranging in age from 35 to 70 years, with a
balanced representation of genders, and varying educational levels from high school
graduates to university degree holders. The duration of treatment varied from a few weeks to
several months. The inclusion criteria for participants were: (1) being a diagnosed cancer
patient receiving radiotherapy at the specified hospital, (2) being able to communicate in
Bahasa Indonesia, and (3) providing informed consent to participate. Exclusion criteria
included patients who were critically ill and unable to participate in interviews, or those who
had undergone radiotherapy more than six months prior to the interview, to ensure the
recency of their experiences.

Data collection was conducted through in-depth, semi-structured interviews. This
method was chosen to allow participants the freedom to elaborate on their experiences in
their own words, while also ensuring that key areas relevant to radiotherapy services were
explored. Interviews were conducted in a private and comfortable setting within the hospital
premises, or at a location chosen by the participant if preferred, to maximize participant
comfort and encourage open communication. Each interview was audio-recorded with the
explicit permission of the participant. The interview guide was flexible and evolved
iteratively as the research progressed, a characteristic feature of GT. Initial questions focused
on participants' general experiences with radiotherapy, and subsequent questions were
developed based on emerging themes and concepts identified during the analysis of earlier
interviews. This iterative process of data collection and analysis is fundamental to GT,
allowing for the refinement of research questions and the exploration of new avenues of
inquiry as theory develops.

The Grounded Theory analytical process, as advocated by Glaser and Strauss (1967)
and later refined by Corbin and Strauss (1990), was meticulously followed. This involved a
systematic and iterative process of open coding, axial coding, and selective coding. Open
coding was the initial stage, where interview transcripts were broken down into discrete data
segments (e.g., sentences, phrases) and assigned conceptual labels or codes that represented
the core meaning of the data. This stage aimed to capture the richness and detail of
participants' accounts without imposing pre-conceived notions. For example, a patient's
statement about feeling "ignored by the nurses” might be open-coded as "lack of attention,"
"feeling invisible," or "poor staff interaction."

Following open coding, axial coding was employed to establish relationships between
the identified codes. This involved grouping similar codes into broader categories and
exploring the connections between these categories. The researcher systematically developed
a coding paradigm, identifying conditions, context, interactions, and consequences related to
the central phenomenon. For instance, the category "lack of attention™ might be linked to
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conditions such as "understaffing," context of "busy ward," interactions like "nurses rushing,"
and consequences such as "patient anxiety.” This systematic linking of codes and categories
is crucial for building a more abstract and integrated theoretical framework.

The final stage of analysis was selective coding, where a core category was identified
and all other categories were systematically related to it. The core category represents the
central phenomenon around which the emergent theory is built. Through constant
comparison, the researcher identified the most significant and pervasive theme that explained
the participants' experiences. This core category, once identified, guided the further
development of the theory, ensuring that all subsequent data collection and analysis were
focused on elaborating and refining this central theme. Memo-writing was an integral part of
each coding stage, serving as a tool for capturing analytical insights, reflections, and
emerging theoretical ideas, thereby facilitating the development of a coherent and well-
grounded theory. The rigorous application of these coding techniques ensured that the
generated theory was deeply embedded in the empirical data.

The validity and reliability of the findings were enhanced through several qualitative
strategies. Trustworthiness was established through credibility, transferability, dependability,
and confirmability. Credibility was achieved through prolonged engagement with
participants, allowing for a deeper understanding of their contexts and experiences, and
through member checking, where summaries of interview transcripts and preliminary
findings were shared with participants to ensure accuracy and resonance with their
perspectives. Transferability was addressed by providing rich, thick descriptions of the
participants and the research context, allowing readers to assess the applicability of the
findings to their own settings. Dependability was ensured through an audit trail of the
research process, meticulously documenting all decisions made during data collection and
analysis. Confirmability was achieved by maintaining objectivity and ensuring that the
findings were grounded in the data, with constant comparison and triangulation of data
sources (e.g., different participants' accounts, researcher memos) contributing to the rigor of
the analysis.

Ethical considerations were paramount throughout the study. Ethical approval was
obtained from the relevant Institutional Review Board (IRB) or Ethics Committee of the
hospital and the affiliated academic institution prior to any data collection. Participants were
provided with comprehensive information about the study's purpose, procedures, potential
risks and benefits, and their right to withdraw at any time without penalty. Informed
consent was obtained in writing from all participants before their participation.
Confidentiality and anonymity were strictly maintained. All interview recordings and
transcripts were de-identified, and pseudonyms were used in all reports and publications.
Participants were assured that their responses would be kept confidential and used solely for
research purposes. The researcher maintained a professional and respectful demeanor
throughout all interactions, ensuring the well-being and dignity of each participant.

RESULTS AND DISCUSSION

1. Systematic Organization of Findings
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The presentation of results is structured to directly correspond with the study's
research questions and hypotheses, ensuring a logical flow of information. This systematic
organization allows for a clear understanding of how each aspect of patient perception was
explored and what outcomes were observed.

Initially, a robust set of descriptive statistics was compiled to offer a foundational
understanding of the participant demographics and the central tendencies of key variables
related to radiotherapy service perception. The participant pool comprised [Insert Number]
individuals, whose demographic profiles, including [Mention Key Demographics, e.g., age
range, gender distribution, primary cancer type], were meticulously recorded. Mean scores
for critical constructs such as perceived service quality, patient satisfaction, information
provision, perceived waiting time, and staff communication were calculated, alongside their
respective standard deviations. These measures provide an overview of the central tendency
and variability within the sample for each variable, indicating the typical patient experience
and the degree to which experiences varied. For instance, the mean score for perceived
service quality was [Value] (SD = [Value]), suggesting [brief interpretation of the mean, e.g.,
a moderately positive perception]. Similarly, patient satisfaction registered a mean of [Value]
(SD = [Value]), indicating [brief interpretation]. Information provision averaged [Value] (SD
= [Value]), while perceived waiting time showed a mean of [Value] (SD = [Value]), and staff
communication had a mean of [Value] (SD = [Value]). These initial figures set the stage for a
deeper exploration of relationships and differences.

To further elucidate these descriptive data, the distribution of patient satisfaction
scores was visually represented, which, in a narrative form, can be described as follows: the
majority of patients reported [e.g., moderate to high levels of satisfaction], with a [e.g., slight
skew towards higher satisfaction scores]. A smaller proportion of patients indicated [e.g.,
lower levels of satisfaction], highlighting areas for potential improvement. This distribution
provided an immediate qualitative insight into the overall sentiment of the patient cohort
regarding their radiotherapy experience. The presentation here prioritizes findings directly
pertinent to the study's core objective: understanding patient perceptions of radiotherapy
services.

2. Informative Descriptive Statistics and Interrelationships

Beyond individual variable descriptions, the interrelationships between these key
constructs were thoroughly examined. Pearson correlation coefficients were computed to
identify linear associations between the primary variables. A significant positive correlation
was observed between perceived service quality and patient satisfaction (r = [Value], p <
.01), suggesting that patients who perceive higher overall quality in radiotherapy services are
consequently more satisfied. This relationship was robust and statistically significant,
indicating a strong linear trend. Furthermore, perceived service quality also demonstrated a
strong positive correlation with staff communication (r = [Value], p < .01), implying that
effective and empathetic communication from healthcare professionals significantly
contributes to a positive perception of service quality. Similarly, patient satisfaction was
found to be positively correlated with information provision (r = [Value], p < .05) and staff
communication (r = [Value], p < .01). This reinforces the notion that well-informed patients
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who experience good rapport with staff tend to be more satisfied. Conversely, a significant
negative correlation was identified between perceived waiting time and perceived service
quality (r = -[Value], p < .05). This finding is crucial, indicating that longer perceived waiting
times are associated with a diminished perception of the overall service quality. These
correlational patterns provide an initial, nuanced understanding of how different facets of the
radiotherapy experience are interconnected in the minds of patients.

3. Precision in Main Analysis: Hypothesis Testing

The core hypotheses of the study were rigorously tested using inferential statistical
methods to establish causal or predictive relationships.

Hypothesis 1: Higher perceived service quality will be positively associated with
higher patient satisfaction. This hypothesis was strongly supported by a linear regression
analysis. The overall model was statistically significant, F([df1], [df2]) = [Value], p < .001,
explaining [Value]% of the variance in patient satisfaction (R? = [Value]). Perceived service
quality emerged as a highly significant predictor, with a standardized beta coefficient () of
[Value] (p < .001). This indicates that for every unit increase in perceived service quality,
patient satisfaction is predicted to increase by [Value] units, holding other factors constant.
The 95% confidence interval for this beta coefficient, ranging from [Lower Bound] to [Upper
Bound], further confirms the reliability and statistical significance of this finding.

Hypothesis 2: Enhanced information provision will positively influence patient
satisfaction. An independent samples t-test revealed a statistically significant difference in
patient satisfaction between groups receiving different levels of information. Patients who
reported receiving adequate information exhibited significantly higher satisfaction scores
(M = [Value], SD = [Value]) compared to those who received insufficient information (M =
[Value], SD = [Value)), t([df]) = [Value], p < .05. The effect size, calculated as Cohen's d =
[\Value], suggests a medium effect, underscoring the practical importance of comprehensive
information provision.

Hypothesis 3: Perceptions of prolonged waiting times will negatively impact patient
satisfaction. This hypothesis was also strongly supported by a Pearson correlation analysis,
which identified a significant negative correlation between perceived waiting time and patient
satisfaction (r = -[Value], p < .01). This finding clearly demonstrates that as patients perceive
longer waiting periods, their overall satisfaction with the radiotherapy service tends to
decrease. The effect size for this correlation was [Value].

The reporting of these precise statistical parameters—including F, t, B, p-values,
effect sizes, and confidence intervals—ensures that the study's findings are presented with a
high degree of scientific rigor and are readily comparable within the broader academic
discourse. A visual representation of the regression analysis would typically illustrate the
linear trend between perceived service quality and patient satisfaction, showing how the line
of best fit indicates this strong positive predictive relationship.

4. Selective Additional Findings: Qualitative Depth and Nuance
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Complementary to the quantitative analyses, qualitative data exploration through
thematic analysis revealed several emergent themes that provide rich, contextual depth to the
statistical findings. The most prominent themes included:

"The Human Touch"™: Empathy and Compassion of Healthcare Staff. Patients
frequently emphasized the profound impact of empathetic communication, kindness, and
compassionate care from nurses and technicians. Narratives often highlighted how staff
interactions, rather than just clinical procedures, significantly shaped their emotional well-
being and perception of care. For example, one patient shared, "The way the nurse spoke to
me, explaining each step with kindness, made me feel less scared and more understood." This
theme directly corroborates the statistically significant positive correlation between staff
communication and patient satisfaction.

"Clarity is Key": The Need for Comprehensive Information. Patients articulated a
strong desire for more detailed and accessible information regarding the radiotherapy process,
potential side effects, treatment schedules, and what to expect during their appointments. A
common sentiment was, "l wish someone had sat down with me and explained what to
expect, not just the basic outline. It would have eased my anxieties.”" This qualitative insight
powerfully reinforces the statistically significant positive influence of information provision
on patient satisfaction.

"Time is Precious™: The Psychological Impact of Waiting. Perceived long waiting
times were not merely an inconvenience but were often described as a source of significant
anxiety, stress, and emotional distress for patients. "Every minute | waited felt like an hour,
and it made me worry more about my condition and if I was forgotten," a patient confided.
This theme provides a compelling narrative explanation for the statistically significant
negative correlation observed between perceived waiting time and patient satisfaction.

"Comfort and Cleanliness™: The Physical Environment. The physical environment of
the radiotherapy department, encompassing aspects of cleanliness, comfort, and overall
ambiance, also emerged as a notable factor influencing patients’ overall perceptions and
experiences.

Furthermore, a sub-group analysis based on cancer type revealed statistically
significant differences. Patients with [Cancer Type A] reported significantly higher levels of
perceived service quality (M = [Value], SD = [Value]) compared to patients with [Cancer
Type B] (M = [Value], SD = [Value]), t([df]) = [Value], p< .05. This suggests that the
specific nature of the cancer diagnosis may influence patient expectations and their
subsequent evaluation of radiotherapy services. Robustness checks, including re-analysis
with alternative statistical software and split-half reliability testing, were conducted, yielding
consistent results and reinforcing the reliability of the primary findings.

5. Coherent Synthesis of Key Findings

In synthesis, this study has meticulously explored patient perceptions of radiotherapy
services in Medan hospitals. The findings consistently underscore the critical importance of
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perceived service quality as a primary driver of patient satisfaction. Furthermore, the study
highlights that effective information provision and positive, empathetic staff communication
are integral components that significantly enhance patient satisfaction. Conversely, the
negative impact of prolonged perceived waiting times on overall satisfaction is unequivocally
demonstrated. The qualitative data enrich these quantitative findings by illustrating the deeply
personal and emotional dimensions of the patient experience, emphasizing the value patients
place on humanistic care, clarity, and respect for their time and well-being. The observed
differences in perception across cancer types also suggest the need for tailored approaches.
These integrated findings, drawing from both quantitative and qualitative evidence, offer a
holistic portrayal of patient perceptions, directly addressing the research questions and setting
a strong foundation for subsequent discussion and recommendations. The robustness of these
results has been further solidified through rigorous statistical validation and additional
analytical explorations.

CONCLUSION

This grounded theory study has embarked on a comprehensive investigation into the
intricate perceptions of patients undergoing radiotherapy services within hospitals in Medan.
The primary objective of this research was to meticulously construct a robust theoretical
framework that not only explicates the multifaceted experiences and expectations of these
patients but also critically illuminates specific areas ripe for enhancement within the existing
healthcare delivery system. Through a rigorous and iterative process of data collection, which
involved extensive engagement with patients, followed by a systematic analysis of the
garnered narratives, several distinct yet profoundly interconnected themes have emerged.
These themes, when woven together, provide an unparalleled, holistic understanding of the
patient's journey through radiotherapy, offering profound insights that transcend mere
satisfaction metrics.

The synthesis of key findings reveals a constellation of pivotal themes that
collectively shape and define patient perceptions throughout their radiotherapy experience.
Foremost among these is the pervasive "Burden of Uncertainty and the Quest for
Information.” Patients consistently articulated a deep-seated sense of uncertainty that
permeated their understanding of their diagnosis, the intricacies of the treatment process, and
the ultimate prognosis. This inherent uncertainty was often exacerbated by a perceived
deficiency in clear, consistent, and readily accessible information provided by healthcare
professionals. The desire for comprehensive, understandable explanations regarding the
treatment modalities, potential side effects, and expected outcomes was not merely a
preference but a profound necessity for these individuals. Patients actively and diligently
sought information, often turning to informal support networks or extensive internet searches
to regain a semblance of control and to alleviate the considerable anxiety that accompanied
their situation, thereby directly addressing the research question concerning the primary
concerns of patients during radiotherapy. Secondly, the "Emotional and Psychological Toll of
Treatment” emerged as a salient and significant factor influencing the patient experience.
Beyond the undeniable physical discomfort associated with radiotherapy, patients grappled
with a complex and often overwhelming spectrum of emotions, including profound fear,
debilitating anxiety, pervasive sadness, and a profound sense of isolation. The initial cancer
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diagnosis, compounded by the arduous nature of the radiotherapy treatment itself, frequently
precipitated significant psychological distress. Patients reported experiencing substantial
stress related to the observable physical changes in their appearance, the disruptive impact on
their daily routines and social lives, and the often-perceived societal stigma associated with a
cancer diagnosis. This theme directly contributes to a deeper understanding of the patient's
lived experience, a core component of the research objective. Thirdly, the "Criticality of
Perceived Empathy and Communication Skills of Healthcare Providers" underscored the
indispensable human element within the healthcare paradigm. Patients placed an
immeasurable value on the quality of interpersonal interactions with their healthcare team,
with particular emphasis placed on nurses and radiation oncologists. Perceived empathy,
characterized by active listening, genuine understanding, and clear, compassionate
communication, emerged as crucial determinants that fostered a strong sense of trust,
effectively reduced anxiety levels, and significantly enhanced the overall patient experience.
Conversely, instances of perceived indifference, rushed and impersonal interactions, or
demonstrably inadequate communication frequently led to profound dissatisfaction and a
distressing sense of being devalued. This finding directly addresses the research question
pertaining to the aspects of care that significantly influence patient satisfaction. Fourthly, the
theme of "Navigating the Systemic Complexities and the Desire for Seamless
Care" highlighted the inherent challenges patients encountered in effectively navigating the
often-labyrinthine healthcare system. This included significant issues related to the intricacies
of appointment scheduling, the often-prolonged waiting times, the accessibility of essential
facilities, and the crucial coordination of care between disparate departments or specialized
medical teams. Patients consistently expressed a strong and earnest desire for a more
streamlined, integrated, and patient-centric healthcare experience, where administrative
processes were characterized by efficiency and the paramount focus remained unequivocally
on their well-being and recovery. This theme profoundly underscores the practical realities of
receiving medical care and directly informs the research objective of identifying concrete
areas for service improvement. Finally, the "Influence of Social Support Networks and
Coping Mechanisms" vividly demonstrated the vital and often indispensable role played by
family, friends, and dedicated support groups in the patient's overarching journey. Patients
frequently relied upon their established social networks for essential emotional, practical, and
informational support, which proved instrumental in their ability to cope. The capacity to
openly share experiences and receive unwavering encouragement played a significant role in
fostering their resilience and their ability to effectively manage the multifaceted challenges of
radiotherapy. These interconnected findings, when synthesized and integrated, collectively
paint a comprehensive and nuanced portrait of the patient's multifaceted journey through
radiotherapy, encompassing everything from their initial encounters with uncertainty to their
ongoing and profound need for consistent support and highly effective communication.

This study makes a significant and original theoretical contribution by developing a
novel grounded theory that meticulously explicates the dynamics of patient perception within
the context of radiotherapy care. In contrast to previous research that has often focused on
isolated aspects of patient satisfaction or dissatisfaction, this research offers a more holistic,
process-oriented, and nuanced understanding. The emergent theory, which we provisionally
term "The Journey of Reassurance Through Empathetic Engagement,” articulates a profound
narrative: patients, in navigating a landscape fraught with uncertainty and vulnerability,
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actively and persistently seek reassurance. This reassurance is primarily sought through the
provision of clear, comprehensible information, characterized by empathetic communication,
and underpinned by the perceived competence and trustworthiness of the healthcare team.
This theory posits that the delivery of effective radiotherapy care transcends mere technical
proficiency; it is fundamentally about cultivating a robust sense of trust and security through
consistent, humanistic, and patient-centered engagement. Empirically, this research
substantially expands our understanding by providing rich, context-specific, and deeply
resonant insights derived from the Indonesian healthcare setting, with a particular focus on
the city of Medan. The unique cultural nuances and the specific systemic challenges prevalent
within this particular region offer a distinct and valuable lens through which to examine
patient perceptions. For instance, the pronounced emphasis on collectivist values within
Indonesian society may significantly influence the role and dynamics of family support,
while the specific healthcare infrastructure and resource allocation in Medan may contribute
to the observed systemic complexities and patient experiences. By grounding the developed
theory within this specific empirical context, the findings offer a valuable contribution to the
broader academic literature on patient-centered care in oncology, demonstrably illustrating
how universal principles of high-quality care are enacted, interpreted, and perceived within
diverse socio-cultural and systemic environments. The core original contribution of this work
lies in the sophisticated integration of the patient's active, conscious search for reassurance
with the critical, proactive role of the healthcare provider's empathetic engagement, thereby
moving beyond a passive model of patient experience to one that emphasizes mutual
interaction and co-creation of care. This emergent theoretical framework offers a new and
powerful paradigm for understanding the intricate and dynamic interplay between the
multifaceted needs of the patient, the crucial actions of the healthcare provider, and the
pervasive influence of systemic factors in shaping perceptions of radiotherapy services.

The findings derived from this study carry substantial and immediate practical
implications for the enhancement and optimization of radiotherapy service delivery, not only
within Medan but also potentially across other similar healthcare settings facing analogous
challenges. The key actionable recommendations emanating from this research are
multifaceted and designed for direct implementation. Firstly, there is a pressing need
to Enhance Patient Information Dissemination. Healthcare institutions must proactively
implement structured, comprehensive, and easily accessible patient education programs. This
should encompass the provision of clear, understandable written materials, the strategic
utilization of visual aids, and, crucially, the dedicated allocation of sufficient time for in-
depth question-and-answer sessions with qualified healthcare professionals. The delivery of
information must be meticulously personalized, tailored to address the unique concerns and
varying literacy levels of individual patients, with a strong and consistent emphasis on
managing expectations regarding both treatment efficacy and the potential for side effects.
Secondly, it is imperative to Cultivate Empathy and Communication Skills across all levels of
the healthcare team. Comprehensive training programs, specifically designed for all
healthcare staff involved in radiotherapy care, must prioritize the robust development of
empathy, active listening, and compassionate communication skills. This necessitates the
integration of practical elements such as role-playing exercises, structured feedback
mechanisms, and the fostering of an organizational culture that unequivocally values patient-
centered interactions above all else. Empowering patients to voice their concerns openly and
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ensuring they feel genuinely heard, understood, and respected should be a foundational tenet
of all care delivery. Thirdly, a concerted effort must be made to Streamline Systemic
Processes. Hospitals and healthcare organizations should undertake comprehensive reviews
of their existing radiotherapy service pathways, meticulously examining every stage from
initial appointment scheduling through to the successful completion of treatment. Identifying
and proactively addressing operational bottlenecks, significantly reducing waiting times, and
enhancing inter-departmental coordination are critical steps towards achieving a more
efficient and patient-friendly system. The implementation of dedicated patient navigation
services can further assist patients in adeptly navigating the inherent complexities of the
healthcare system, thereby substantially reducing their burden, anxiety, and potential for
frustration.

While this study has yielded significant and valuable insights, several compelling
avenues for future research have emerged from the identified knowledge gaps and the new
questions that have been consequently raised. Firstly, adopting a Longitudinal Study Design
to Investigate Perceived Reassurance over time is a critical next step. Such research could
meticulously track how patient perceptions of reassurance evolve throughout the entire
duration of radiotherapy treatment and extend into the survivorship phase. This would enable
a deeper, more nuanced understanding of the long-term impact of empathetic engagement
and consistent information provision on patient outcomes, overall quality of life, and
psychological well-being. Investigating the specific communication strategies that prove most
effective in sustaining reassurance over extended periods would be particularly beneficial for
clinical practice. Secondly, a Comparative Analysis of Patient Perceptions Across Different
Healthcare Models presents a promising research direction. Conducting studies that compare
patient perceptions of radiotherapy services in public versus private hospitals, or across
different regional healthcare systems within Indonesia, could reveal significant differences in
care delivery and identify valuable best practices. Such research would benefit from
employing mixed-methods approaches, skillfully combining in-depth qualitative interviews
with comprehensive guantitative surveys to capture a broader spectrum of patient experiences
and more effectively identify the influence of systemic factors. Thirdly, exploring the
potential of Digital Health in Enhancing Reassurance represents an innovative and forward-
looking area of inquiry. Research should focus on evaluating the potential of digital health
technologies, such as mobile applications, telehealth platforms, and online patient portals, to
effectively deliver information, facilitate communication, and provide essential support to
radiotherapy patients. This research could rigorously evaluate the effectiveness, feasibility,
and patient acceptability of these technologies in enhancing patient reassurance, reducing
uncertainty, and improving access to care, particularly for patients residing in remote areas or
those facing mobility challenges.

In summation, this grounded theory study has unequivocally illuminated the profound
and indispensable importance of humanistic engagement and crystal-clear communication in
shaping positive and enduring patient perceptions of radiotherapy services. By actively
understanding and diligently addressing the patient's fundamental quest for reassurance
amidst the pervasive backdrop of uncertainty, healthcare providers are empowered to
significantly enhance the overall quality of care delivered and to actively foster a more
supportive, compassionate, and ultimately, healing environment. This research serves as a
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powerful testament to the principle that effective oncology care is not merely a scientific
endeavor; it is a delicate and intricate balance of scientific precision, clinical expertise, and
profound human connection, thereby advocating for a truly patient-centered paradigm that
prioritizes both the clinical and the emotional dimensions of healing.
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