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Abstrak 

 

Tujuan penelitian ini adalah untuk mengetahui kualitas pelayanan bagi peserta BPJS Kesehatan dan 

Non BPJS Kesehatan serta faktor pendukung dan penghambat pelayanan. Penelitian yang 

digunakan adalah kualitatif dengan memahami subjek penelitian. Sumber data didapatkan dari data 

primer dan sekunder. Selanjutnya teknik pengambilan data dengan melakukan observasi, 

wawancara, dan dokumentasi. Penentuan responden menggunakan snoball sampling. Kemudian 

dianalisis menggunakan model Miles dan Huberman dalam Sugiyono (2021:516-525). Berdasarkan 

hasil penelitian menyatakan bahwa kualitas pelayanan yang diberikan oleh Puskesmas Kayutangi 

Kota Banjarmasin tidak terdapat perbedaan dalam pelayanan dilihat dari Bukti langsung, 

Keandalan, Daya Tanggap, Jaminan, dan Empati. Tetapi masih terdapatnya petugas layanan yang 

kurang ramah dalam memberikan pelayanan kepada masyarakat dan masih kurang nya fasilitas 

fisik seperti tempat duduk. 
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Abstract 
 

The purpose of this study was to determine the quality of service for participants of BPJS Health 

and Non BPJS Health as well as the supporting and inhibiting factors of service. The research used 

is qualitative with subjects who understand the research. Sources of data obtained from primary 

and secondary data. Furthermore, the data collection technique is by conducting observations, 

interviews, and documentation. Respondents were determined using snoball sampling. Then 

analyzed using the model of Miles and Huberman in Sugiyono (2021:516-525). Results Based on 

the research, it was stated that the quality of services provided by the Kayutangi Public Health 

Center in Banjarmasin City did not show any difference in services seen from direct evidence, 

reliability, responsiveness, assurance, and empathy. But there are still service officers who are not 

friendly in providing services to the community and there is still a lack of physical facilities such as 

seats. 
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