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ABSTRAK 

Desy Rahmayanti 

Pembimbing 1: Elsi Setiandari Lely Octaviana, SKM., M. Kes 

Pembimbing 2: Asrinawaty, S. Kom., M. Kes 

 

Menciptakan kepuasan pasien bukanlah sesuatu yang mudah bagi pengelola pelayanan 

kesehatan khususnya Puskesmas, mengingat pelayanan yang diberikan salah satunya 

menyangkut hidup para pelanggannya. Permasalahan yang dihadapi Puskesmas Tumpung 

Laung yaitu kedisiplinan petugas berkaitan dengan ketepatan waktu dalam memberikan 

pelayanan kesehatan dan ketersediaan obat-obatan. Kepuasan pasien sebagai konsumen tidak 

hanya ditentukan oleh tindakan medis saja akan tetapi juga pada dimensi kualitas pelayanan 

yang lain meliputi dimensi keandalan (reliability), ketanggapan (responsiveness), jaminan 

(assurance), empati (emphaty), dan berwujud (tangible). Penelitian ini bertujuan untuk 

mengetahui hubungan kualitas pelayanan kesehatan dengan kepuasan pasien rawat jalan 

peserta BPJS di Puskesmas Tumpung Laung. Jenis penelitian yang digunakan dalam penelitian 

ini adalah kuantitatif dengan pendekatan cross sectional. Variabel independennya adalah 

kualitas pelayanan dan variabel dependennya adalah kepuasan pasien rawat jalan peserta BPJS. 

Sampel penelitian ini menggunakan teknik accidental sampling sebanyak 76 responden. 

Analisis data menggunakan uji chi square. Hasil penelitian menunjukkan bahwa tingkat 

kepuasan pasien rawat jalan peserta BPJS terhadap kualitas pelayanan kesehatan di Puskesmas 

Tumpung Laung sebesar 82,9%. Uji bivariat menunjukkan dari 5 dimensi kualitas pelayanan 

terdapat hubungan antara kepuasan pasien rawat jalan peserta BPJS terhadap reliability 

(0,001), responsiveness (0,000), assurance (0,000), emphaty (0,004) dan tidak terdapat 

hubungan terhadap dimensi tangible (0,119). Implikasi dari penelitian ini diharapkan pihak 

Puskesmas agar senantiasa meningkatkan kualitas pelayanannya berdasarkan dimensi 

reliability, responsiveness, assurance, emphaty dan tangible. 
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Creating patient satisfaction is not something that is easy for managers of health 

services, especially the Puskesmas (Pusat Kesehatan Masyarakat/Public Health Center), 

considering that the services provided one of which concern the lives of its customers. The 

problems faced by the Tumpung Laung Health Center are the discipline of officers related to 

timeliness in providing healthcare services and the availability of drugs. Patient satisfaction 

as a consumer is not only determined by medical treatment but also on other service quality 

dimensions including reliability, responsiveness, assurance, empathy, and tangible. This study 

aims to determine the relationship between the quality of health services and the satisfaction 

of BPJS (Badan Penyelenggara Jaminan Sosial Kesehatan/Healthcare and Social Security 

Agency) outpatient participants at Puskesmas Tumpung Laung. Kind of the research used in 

this research was quantitative using the cross sectional approach. The independent variable 

was the quality of healthcare and the dependent variable was the satisfaction of BPJS 

outpatient participants. Sample of this research used the technique of accidental sampling as 

many as 76 respondents. Data analysis by using chi quare test. The results of this research 

showed that the satisfaction level of BPJS outpatient participants on the quality of healthcare 

at Puskesmas Tumpung Laung was 82.9%. Bivariate test shows that from the 5 dimensions of 

service quality there was correlation between satisfaction of BPJS outpatient participants with 

reliability (0.001), responsiveness (0.000), assurance (0.000), empathy (0.004) and there is no 

relationship to the tangible dimension (0.119). Implication of this research was that it was 

hoped that Puskesmas side should always increase their healthcare quality based on the 

dimensions of reliability, responsiveness, assurance, emphaty dan tangible. 
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