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ABSTRACT 

The Covid-19 pandemic has affected all aspects of people's lives, ranging from; political, economic, social to health. 

The health aspect is the most impactful problem because it relates to the number of survivors and fatalities caused by 

the exponential spread of the Covid-19 virus. This means that the readiness of hospitals, the number of health workers, 

Personal Protective Equipment (PPE) to medicines are the main in the effort to heal every Covid-19 survivor, both 

physically and psychologically. Technically the main challenge for every hospital that is a Covid-19 referral 19 relates 

to the readiness of health infrastructure and health personnel resources in each treatment process and patient recovery 

efforts. The Bunda Thamrin General Hospital (RSU) is one of the referral hospitals that accepts many Covid-19 

survivors in Medan City. Where the number of Covid-19 victims in Medan City since it was first announced until 

March 8, 2021 is 13100 with details 11401 recovered and 422 died. The success of interpersonal communication 

between health workers and the families of Covid-19 survivors is a very important part in efforts to avoid 

misunderstandings. Good for the integrity of information that can be understood, shared multiperception perceptions, 

compliance with the instructions given to minimizing conflicts that could arise between the hospital and the families 

of Covid-19 survivors at the Bundha Thamrin General Hospital in Medan. The purpose of this study was to explain 

the importance of interpersonal communication in hospital health services. Then, describe the pattern of interpersonal 

communication between health workers and families of Covid-19 survivors at Bunda Thamrin General Hospital 

Medan. This research is a qualitative study with interviews as primary data and books and journals as secondary data. 
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1. INTRODUCTION 

The Covid-19 pandemic has affected all aspects of 

people's lives, ranging from; political, economic, social 

to health. The health aspect is the most impactful 

problem because it relates to the number of survivors 

and fatalities caused by the exponential spread of the 

Covid-19 virus. This means that the readiness of 

hospitals, the number of health workers, Personal 

Protective Equipment (PPE) to medicines are the main 

things in an effort to heal every Covid-19 survivor, both 

physically and psychologically[2].  

Technically, the main challenge for every hospital 

that is a referral for Covid-19 is related to the readiness 

of health infrastructure and health personnel resources 

in every treatment process and patient recovery efforts. 

[1] Not only that, the hospital also has a reciprocal two-

way relationship with patients and families of Covid-19 

survivors in every healing process [1].  Of course there 

is an inseparable relationship with relationships that 

understand each other so that there are no 

misunderstandings, differences in perception and 

comfort between hospitals and families of Covid-19 

survivors[7].  

 The Bunda Thamrin General Hospital (RSU) is 

one of the referral hospitals that accepts many Covid-19 

survivors in Medan City. Where the number of victims 

of Covid-19 in the city of Medan since it was first 
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announced until March 8, 2021 is 13100 with details 

11401 recovered and 422 died.[15]. Every day at least 

200-250 Covid-19 patients are treated in the Intensive 

Care Unit (ICU) and isolation treatment rooms which 

are located on the 5th and 6th Floors at Bunda Thamrin 

General Hospital. 

With the consequence that Covid-19 patients cannot 

meet directly with the patient's family to avoid the 

massive spread of the virus (Kompas.com, 2020). Of 

course, a good pattern of communication is needed 

about the condition of the patient and his family, 

especially for patients in the Intensive Care Unit (ICU) 

regarding health conditions, development and healing of 

patients who have comorbidities. Not only that, for 

patients who are in isolation rooms, between health 

workers and the families of Covid-19 survivors, there is 

a communication pattern if the families of the survivors 

want to send food, drinks or vitamin supplements. 

The success of interpersonal communication 

between health workers and families of Covid-19 

survivors is a very important part in efforts to avoid 

misunderstandings [5]. Good for the integrity of 

information that can be understood, the common 

perception of multiperception, adherence to the 

instructions given to minimize conflicts that can arise 

between the hospital and the families of survivors. 

Furthermore, simply interpersonal communication is 

communication between people who meet face to face, 

allowing each participant to capture the reactions of 

others directly, either verbally or non-verbally [11].  

One of the challenges at Bunda Thamrin General 

Hospital Medan in every healing of Covid-19 patients in 

healing cannot be separated from the calmness of health 

workers at work while the families of survivors also get 

complete information about the patient's condition 

through efficient and effective interpersonal 

communication. Based on the background above, the 

research entitled: "Patterns of interpersonal 

communication between health workers and families of 

Covid-19 survivors at Bunda Thamrin General Hospital 

Medan" are important to implement. 

2. RESEARCH METHOD 

The writing of this article uses a descriptive 

analytical research method with a qualitative approach. 

The use of this method is intended, referring to 

(Creswell, 2016) Researchers can focus on related 

phenomena Interpersonal communication patterns of 

health workers and families of Covid-19 survivors at 

Bunda Thamrin General Hospital Medan. then describe 

the facts about the problem under investigation. This 

method will help researchers to understand the reality 

that occurs in the field. Research data collection is also 

carried out through a process of reviewing the results of 

interviews as primary data for the parties involved in 

communication patterns inBunda Thamrin General 

Hospital Medan between the families of survivors and 

health workers. Then the secondary data of this research 

was obtained by the authors from journals, books and 

documents or reports related to the research focus. The 

researcher then analyzed the case phenomenon 

inductively regarding communication patterns, forms of 

communication and conceptual communication models 

for the sake of improving communication patterns in 

hospitals during the Covid-19 pandemic. 

3. RESULT AND DISCUSSION 

3.1. Covid-19 in Medan City 

The Covid-19 pandemic has had an impact on many 

aspects, ranging from social, cultural, political, 

economic and health. Life that was previously almost 

without distance now requires every human being to 

maintain physical distance in order to avoid the spread 

of the virus from expanding and taking many victims. 

This situation occurs in almost all parts of Indonesia, 

including the city of Medan, which is overwhelmed in 

handling the Covid-19 pandemic which has an impact 

on the situation becoming unhealthy. The loss of job 

opportunities, declining state revenues and increasing 

unemployment rates require the Medan City 

government to formulate all appropriate policies in an 

effort to overcome the Covid-19 pandemic. Moreover, 

the increasing number of patients in hospitals has forced 

the Medan City government to innovate in order to 

avoid the increasing number of victims infected with 

Covid-19 in hospitals in Medan City. 

The Bunda Thamrin General Hospital (RSU) is one 

of the referral hospitals that accepts many Covid-19 

survivors in Medan City. Where the number of Covid-

19 victims in Medan City since it was first announced 

until March 8, 2021 is 13100 with details of 11401 

recovered and 422 died. Every day at least 200-250 

Covid-19 patients are treated in the Intensive Care Unit 

(ICU) and isolation treatment rooms which are located 

on the 5th and 6th Floors at Bunda Thamrin General 

Hospital. 

The spread of the Covid-19 infectious disease in 

Medan City is not only influenced by specific 

pathogenic factors, it is also influenced by population 

structure and population mobility as social 

vulnerabilities in dealing with disease outbreaks, 

including: population density, poverty, socio-economic 

activities outside the home, and inter-city travel. city. In 

addition, the existence of dense settlements in Medan 

City with poor environmental hygiene and sanitation 

can also increase the vulnerability index to this disease 

outbreak. The high concentration of population in the 

city of Medan, especially in the central part of the city 

which has dense informal settlements, can become an 
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epicenter of disease transmission and accelerate its 

spread. 

In addition, social inequality and poverty can also 

significantly increase individual vulnerability to 

infection in Medan City. Therefore, in addition to 

population density, other variables that are measured as 

population characteristics that influence the spread of 

infectious diseases are the sex ratio, the percentage of 

the population of vulnerable age, the percentage of the 

poor, and the human development index. During the 

Covid-19 pandemic, since the announcement of the first 

case, there has been a decline in community travel 

activities in Medan City 

The number of residents is directly correlated to the 

spread of Covid-19 in the city of Medan, indicating that 

the large number of residents in an area is not the main 

factor influencing the spread of this pandemic, but 

rather from the way of interaction between individuals 

in the community. The human development index in 

Medan City has a strong correlation and must be 

considered in dealing with similar non-natural disasters 

in Medan City in overcoming the level of transmission, 

and also increasing morbidity and mortality in Medan 

City. 

3.2. Communication Challenges in Hospitals 

During one year of the spread of Covid-19 in Medan 

City, almost all hospitals have received patients infected 

with this outbreak. During the Covid-19 disaster, it is 

commonplace to assume that every community feels in 

danger, panics, and is afraid when in a crowd. Everyone 

tries to defend themselves selfishly and potentially 

endangers everyone's survival. 

This happened at the beginning of the pandemic, 

where many people received misinformation, especially 

regarding hospitals, whether it was room supplies, 

masks to medicines by spending as much as possible 

without thinking about other people. These are just a 

few examples of communication challenges during the 

Pandemic. 

This is of course, apart from that there are some 

people who take advantage of this to extract economic 

benefits from the disaster. Psychologically, what can 

trigger panic buying during the COVID-19 pandemic is 

influenced by anticipatory anxiety about price increases, 

flocks or groups and inciting media exposure or rumors 

of scarcity of goods. 

During this Covid-19 pandemic emergency 

situation, every hospital carried out socialization 

regarding behavioral changes following policies related 

to communication between patients and survivors' 

families. This is adjusted to government policies 

ranging from: Large-Scale Social Restrictions (PSBB), 

new normal, the implementation of emergency 

Community Activity Restrictions (PPKM) to the 

Enforcement of Community Activity Restrictions 

(PPKM) levels 1-4. In line with this policy, the 

socialization of the health protocol, namely the 3 M 

(wearing a mask, washing hands and keeping a distance) 

is the focus of every institution for activities. 

For approximately one year the Covid-19 pandemic 

has occurred in the city of Medan. There is some hoax 

information circulating related to activities related to the 

capacity and capability of the hospital. This situation 

occurs in line with many activities carried out through 

online media so that information about hospitals is 

misused because of limited physical meetings. 

This means that during this crisis period, the 

problems faced by the Hospital in Medan are not only 

related to the pandemic but also related to technical and 

service-related work activities. Dissemination of 

information during the Covid-19 pandemic has become 

a critical communication strategy for every hospital in 

the city of Medan. Not only in conveying information 

about Covid-19, especially regarding the threat of 

danger, methods of transmission, methods of 

prevention, treatment services, and the prevention of 

hoax information to be carried out by hospitals, 

However, it must produce and disseminate more 

specific information about hospital service products. In 

addition, through socialization, hospitals in the city of 

Medan educate about ways to prevent hoaxes and 

ensure that the delivery of information related to Covid-

19 emergency services and situations is able to reach 

vulnerable groups so that in each process no information 

is left behind. 

In this information dissemination process, the role of 

hospital public relations is to involve various parties 

who have the authority to facilitate the information 

dissemination process. This extensive involvement is so 

that information about the pandemic and hospital 

policies during times of crisis is more accurate, effective 

and understandable to the families of survivors. 

 The image of the hospital in handling Covid-19 

greatly affects the level of dedication to patients, if the 

image is good it will get success for the hospital, on the 

contrary if the image is bad it will make the company 

shunned by its customers. The response and desire of a 

patient to the hospital also depends on the image of the 

hospital. The image will change a different perception 

of the hospital with other hospitals will also be assessed 

by a patient. Image also affects the feelings of an 

employee, an employee feels proud and is also 

appreciated if he works for a company that has a good 

name. That way employees will want to develop their 

work performance with special services. 
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3.3. Patient and Health Workers 

Communication Pattern 

One of the keys in handling Covid-19 at Bunda 

Thamrin General Hospital Medan is to build effective 

communication between doctors and patients, a good 

relationship is needed between the two, a good 

relationship between doctors and patients is the key to 

creating effective communication and is a very 

important element in health services. In carrying out his 

duties to serve patients who are suffering, a doctor is not 

only armed with knowledge and technical abilities but 

also must have the ability to understand human nature, 

because patients are humans from various backgrounds 

when experiencing suffering there is a sense of worry 

and hope to recover by seeking healing from the service. 

health that he believed in. 

Through the good relationship that was established 

between the health workers of Bunda Thamrin General 

Hospital Medan and the families of Covid-19 survivors, 

there were also many cases where good relations 

occurred between doctors and patients in the health 

services that were passed, such as accurate diagnosis 

and better treatment. effectiveness depends directly on 

the good relationship. 

Then the existence of effective communication at 

Bunda Thamrin General Hospital Medan also creates 

trust and has a beneficial impact for both. Health 

workers need complete and accurate data regarding the 

condition and pain felt by patients to determine the right 

diagnosis, so that it is easier for health workers at Bunda 

Thamrin General Hospital Medan to get information 

from patients because there is a good relationship 

between the two. For the patient's own family, when 

good relationships are established and effective 

communication has been established, it can reduce 

uncertainty and create comfort during the process. 

Communication between health workers at Bunda 

Thamrin General Hospital Medan and the families of 

survivors of Covid-19 patients is usually done through 

interviews so that doctors can diagnose the patient's 

illness correctly, interviews in this health service 

function in the short-term and long-term treatment 

process, interviews conducted Health workers at Bunda 

Thamrin General Hospital Medan with patients also 

resulted in a better relationship between the two, and 

could motivate the families of the survivors to take 

treatment. 

The information on the family of the survivor must 

of course have a more detailed description of the 

patient's complaint, not only that but also with facts that 

are in accordance with the current health history, past 

medical history, and personal history of the Covid-19 

survivor. Usually the families of Covd-19 survivors at 

Bunda Thamrin General Hospital Medan come to the 

doctor with one or a number of complaints brought and 

the problem must be solved by the doctor who is visited 

by the patient's family. The task of the health workers at 

Bunda Thamrin General Hospital Medan is to translate 

in easy-to-understand language the complaints 

submitted and make a diagnosis of the patient's illness 

so that problems can be resolved. 

Communication is needed that aims to prevent 

disease and obtain basic data so that it can be used for 

evaluation later when needed. Along with the times, 

there are many new media that can be used in 

communication activities, one of which is online media. 

In the midst of the current covid-19 pandemic, 

online media, online activities at Bunda Thamrin 

General Hospital Medan are very widely used in 

communication activities, various important activities 

are carried out online. So that all patients who are 

treated at the Bunda Thamrin General Hospital in 

Medan can use online health service communication 

media so that they can help the community to detect 

complaints of illness in a short time. The online 

application at Bunda Thamrin General Hospital Medan 

is also available 24 hours a week, so patients can use it 

whenever needed and can directly interact with the 

selected doctor. 

The communication pattern carried out by health 

workers at Bunda Thamrin General Hospital Medan to 

the patient's family is to use an interpersonal 

communication pattern, where only doctors and patients 

communicate in the message room. all decisions taken 

regarding the solution to health problems are only made 

by the doctor without any third party so that the patient 

can communicate whatever he feels comfortable with 

during a consultation session with the family of the 

survivor patient with the Bunda Thamrin General 

Hospital Medan. 

4. CONCLUSION  

Interpersonal communication allows people to 

communicate between health workers at Bunda Thamrin 

General Hospital Medan and the families of Covid-19 

survivors to avoid misunderstandings regarding the 

handling of patients. The health workers of Bunda 

Thamrin General Hospital Medan and the patient's 

family are connected through direct and face-to-face 

communication, but everything needed to communicate 

between the two is only done online. Health workers at 

Bunda Thamrin General Hospital Medan and patients 

who are connected regularly have never had 

consultations outside of the agreement provided that 

everything that needs to be communicated is sufficient 

in carrying out various daily activities. Although the 

communication process cannot be separated from 

obstacles or disturbances, Likewise, when 

communicating with the other person we often get 

various obstacles that make the communication 
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effectiveness less effective. Likewise, the 

communication carried out by the Bunda Thamrin 

General Hospital in Medan and the families of survivors 

in communicating face-to-face only faced many 

obstacles because the number of patients in the March 

2020-March 2021 period was very high. 
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