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ABSTRACT 

Based on the preliminary study, it was found that there are still patients who complain that the 

quality of service at the Kait-Kait Health Center lacks physical evidence such as counter 

facilities that do not have a microphone, lack of responsiveness in terms of calling patients, lack 

of reliability in providing services such as in providing information about patients. treatment is 

not very clear and does not respond to patient complaints, guarantees are still lacking because 

the medicines are incomplete so patients have to look for drugs at other pharmacies and 

empathy is still lacking because health workers still discriminate between general patients and 

BPJS. This study aims to determine the relationship and analyze service quality with patient 

satisfaction at the Kait-Kait Health Center, Bati-Bati Tanah Laut in 2022. The research method 

is an analytic survey with a cross sectional approach. The population of all patients who visited 

the Kait-Kait Health Center from January to April 2022 was 2,044 people. A sample of 96 

respondents used accidental sampling technique. Statistical test using Chi Square Test with 

univariate and bivariate data analysis. The results showed that most of the respondents were 

satisfied with the service as many as 61 respondents (63.5%), tangible evidence (tangible) was 

good as many as 77 respondents (80.2%), reliability (reliability) was good as many as 80 

respondents (83.3%). , good responsiveness as many as 74 respondents (77.1%), good assurance 

as many as 81 respondents (84.4%), and good empathy (empathy) as many as 79 respondents 

(82.3%). There is a relationship between the service quality dimensions of tangible evidence 

(tangible) (p-value = 0.003), reliability (p-value = 0.008), responsiveness (p-value = 0.006), 

assurance (p-value) = 0.003) and empathy (p-value = 0.017) with patient satisfaction at the 

Kait-Kait Health Center, Bati-Bati Tanah Laut in 2022. It is recommended that the Puskesmas 

can improve the quality of service by increasing the speed of calling queues at the counter, 

increasing the number of places sitting and the availability of water in the patient toilet so that 

patients are satisfied with the services provided 
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ABSTRAK 

 

Berdasarkan studi pendahuluan didapatkan bahwa masih ada pasien yang mengeluhkan 

bahwa kualitas pelayanan di Puskesmas Kait-Kait masih kurang  bukti fisik seperti  fasilitas loket 

yang tidak ada microfon, ketanggapan yang masih kurang dalam hal pemanggilan pasien, 

kehandalan masih kurang dalam memberikan pelayanan seperti dalam memberikan informasi 

mengenai pengobatan tidak terlalu jelas dan  kurang menanggapi keluhan pasien, jaminan masih 

kurang dikarenakan obat-obatan kurang lengkap sehingga  pasien harus mencari obat di apotek 

lain serta empati masih kurang dikarenakan petugas kesehatan masih ada yang membeda-

bedakan pasien umum dan BPJS.  Penelitian bertujuan mengetahui hubungan dan menganalisis 

kualitas pelayanan dengan kepuasan pasien di Puskesmas Kait-Kait Kecamatan Bati-Bati 

Kabupaten Tanah Laut Tahun 2022. Metode penelitian survey analitik dengan pendekatan cross 

sectional. Populasi seluruh pasien yang berkunjung ke Puskesmas Kait-Kait pada bulan Januari 

sampai April Tahun 2022 sebanyak 2.044 orang. Sampel sebanyak 96 responden menggunakan 

teknik accidental sampling. Uji statistik menggunakan uji Chi Square Test dengan analisis data 

univariat dan bivariat. Hasil penelitian menunjukkan bahwa sebagian besar responden puas 

terhadap pelayanan sebanyak 61 responden (63,5%), bukti nyata (tangible) baik sebanyak 77 

responden  (80,2%), kehandalan (reliability) baik sebanyak 80 responden (83,3%), ketanggapan 

(responsiveness) baik sebanyak 74 responden (77,1%), jaminan (assurance) baik sebanyak 81 

responden (84,4 %), dan empati (empathy) baik sebanyak 79 responden (82,3%). Ada hubungan 

kualitas pelayanan dimensi bukti nyata (tangible) (p-value=0,003), kehandalan (reliability) (p-

value=0,008), ketanggapan (responsiveness) (p-value=0,006), jaminan (assurance) (p-

value=0,003) dan empati (empathy) (p-value=0,017) dengan  kepuasan pasien di Puskesmas 

Kait-Kait Kecamatan Bati-Bati Kabupaten Tanah Laut Tahun 2022. Disarankan Puskesmas 

dapat meningkatkan lagi kualitas pelayanan dengan meningkatkan kecepatan pemanggilan 

antrian diloket, menambah jumlah tempat duduk serta tersedianya air di toilet pasien sehingga 

pasien puas terhadap pelayanan yang diberikan. 
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