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ABSTRAK 

Indikator utama buat mengetahui mutu pelayanan kesehatan yaitu kepuasan. Permasalahan yang terjadi 

Kepuasan Pasienn pada bulan Juli hanya mencapai 84,5% dengan target 90%, berdasarkan hasil data survei diatas 

kepuasan pasien belum memenuhi target yang diharapkan. Penelitian ini bertujuan buat mengetahui hubungan mutu 

pelayanan kesehatan dengan kepuasan pasien rawat jalan di Puskesmas Sungai Ulin Kota Banjarbaru tahun 2021. 

Jenis penelitian ini yaitu survey analitik dengan pendekatan cross secttional. Teknik yang dipakai dalam 

pengambilan sampel yaitu purposive sampling yaitu teknik pengambilan sampel dengan pertimbagan tertentu. Jumlah 

sampel nya yaitu 97 responden. 

Hasil penelitian ini mengarahkan adanya hubungan antara mutu pelayanan kesehatan dimensi  responsiveness 

(0,003<0,005), dimensi  reliability (0,004<0,005), dimensi assurance (0,001<0,005), dimensi empathy (0,002<0,005), 

dimensi tangible (0,001<0,005) dengan kepuasan pasien. 

Kesimpulan penelitian ini yaitu ada hubungan antara mutu pelayanan kesehatan yaitu daya tanggap, kehandalan, 

jaminan, empati, bukti fisik (responsiveness,  reliability, assurance, empathy, tangible) dengan kepuasan pasien rawat 

jalan di Puskesmas Sungai Ulin Kota Banjarbaru tahun 2021. Saran yang diberikan yaitu mempertahankan mutu 

pelayanan kesehatan rawat jalan di Puskesmas Sungai Ulin, melakukan survey kepuasan pasien berkala dan 

berkesinambungan. 

 

Kata Kunci : Mutu Pelayanan Kesehatan, Rawat Jalan, Kepuasan Pasien 

 

ABSTRACT 

 

The main indicator to know the quality of health care is satisfaction. The problem that occurred patient 

satisfaction in July only reached 84.5% with a target of 90%, based on the results of surbei data above patient 

satisfaction has not met the expected target. This study aims to find out the relation of health care quality with 

outpatient satisfaction at Sungai Ulin Public Health Center in Banjarbaru City in 2021. 

This type of research is an analytical survey with a cross sectional approach. The technique used in sampling is 

purposive sampling which is a sampling technique with certain scans. The sample number was 97 respondents. 

The results of this study showed a relationship between the quality of health services dimension responsiveness 

(0.003<0.005), dimension reliability (0.004<0.005), dimensions of assurance (0.001<0.005), dimension empathy 

(0.002<0,005), tangible dimensions (0.001<0,005) with patient satisfaction. 

The conclusion of this study is that there is a relationship between the quality of health services, namely 

responsiveness, reliability, empathy, physical evidence (responsiveness, reliability, assurance, empathy, tangible) 

with the satisfaction of outpatients at the Sungai Ulin Public Health Center in Banjarbaru City in 2021. The advice 

given is to maintain the quality of outpatient health services at Sungai Ulin Public Health Center, conduct periodic 

and continuous patient satisfaction surveys. 
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