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ABSTRAK 

 

Rikey Saputra, 1910411310009, 2023: “Pelayanan Kesehatan Pasien Kartu Indonesia 

Sehat (KIS) Puskesmas Karang Mekar Kota Banjarmasin”. Dibawah Bimbingan 
Sidderatul Akbar. 

 

Penelitian ini di berangkat dari permasalahan Pelayanan Kesehatan dimana belum 

optimalnya pelayanan puskesmas dalam Pelayanan Kesehatan Pasien Pengguna kartu 

KIS di Puskesmas Karang Mekar Kota Banjarmasin, yang dimana masih terdapat kendala 

fenomena seperti lambatnya petugas dalam memberikan pelayanan kesehatan, proses 

tunggu yang lama tidak sesuai SOP puskesmas yang ditetapkan, mengakibatkan antrian 

panjang dan ruang tunggu yang terbatas masih belum memadai. Yaitu yang pertama 

kurangnya SDM atau petugas di pelayanan pemeriksaan pengobatan umum, yang kedua 

sarana dan prasarana yang belum memadai yaitu tempat duduk terbatas, kipas angin yang 

kurang dan ruangan sempit sehingga pasien kurang nyaman dalam pelayanan. Tujuan dari 

penelitian ini yaitu untuk mengetahui bagaimana Pelayanan Kesehatan Pasien Kartu 

Indonesia Sehat (KIS) Di Puskesmas Karang Mekar Kota Banjarmasin. 

Penelitian ini menggunakan metode penelitian kualitatif deskriptif dengan 

mempunyai dua sumber data yaitu data primer dan sekunder, dalam penelitian ini 

menggunakan beberapa teknik pengumpulan data seperti observasi, wawancara dan 

dokumentasi, dan menggunakan pengolahan data diantaranya melalui tahap: Pemeriksaan 

data (editing), Klasifikasi (classifying), Verifikasi (verifying), dan Kesimpulan 

(concluding). 

Hasil penelitian menunjukkan bahwa Pelayanan Kesehatan Pasien Kartu Indonesia 

Sehat (KIS) Di Puskesmas Karang Mekar Kota Banjarmasin, yang terkait dengan alur 

pelayanan pemeriksaan umum puskesmas karang mekar, yaitu tentang pendaftaran, 

pemeriksaan, tindakan/rujukan, pemberian resep/diagnosis, yang dilihat berdasarkan 5 

dimensi (lima) kualitas pelayanan publik. Tangible, reability, responsiviness, assurance, 

dan empathy dapat dikatakan kurang baik. Hal ini dikarenakan dilihat dari indikator 

reability, Assurance dan empathy sudah baik, namun dilihat dari indikator Tangible dan 

responsiviness masih kurang baik karena masih ada keluhan dari pemohon yang 

menyatakan adanya fasilitas sarana dan prasarana yang belum lengkap, proses pelayanan 

yang lama diakibatkan jumlah pemohon lebih banyak dibandingkan dengan jumlah 

petugasnya, masih kurang dalam hal merespon setiap keluhan dari pengguna layanan, 

yang mengakibatkan pelayanan Kesehatan di puskesmas menjadi terlambat kepada 

masyarakat tidak sesuai Standar Operasional Prosedur (SOP). 

Saran yang di berikan dalam penelitian ini yaitu bagi pegawai bagian pelayanan di 

Puskesmas Karang Mekar Kota Banjarmasin, diharapkan dapat meningkatkan kualitas 

dan menambahkan petugas untuk mengatasi permasalahan kurangnya jumlah Sumber 

Daya Manusia yang dimiliki seperti jumlah dokter dan petugas operator pelayanan 

kesehatan yang kurang atau belum mencukupi jumlah ideal petugasnya. Dan juga perlu 

melengkapi sarana dan prasarana seperti kursi tempat duduk, kipas angin dll, sehingga 

masyarakat selaku pemohon didapat merasakan kenyamanan pelayanan yang diberikan 

oleh Puskesmas Karang Mekar Kota Banjarmasin. 

 

Kata Kunci: Pelayanan, Pasien KIS 



 

ABSTRACT 

Rikey Saputra, 1910411310009, 2023: "Health Services for Healthy Indonesia Card 

(HIC) Patients at Karang Mekar Community Health Center, Banjarmasin City." 
Under the guidance of Sidderatul Akbar. 

 

This research departs from the problem of health services where community health 

center services are not yet optimal in health services for patients using HIC cards at 

Karang Mekar Community Health Center, Banjarmasin City, where there are still 

problems with phenomena such as staff being slow in providing health services, long 

waiting processes that do not comply with the existing community health center SOP. 

Established, resulting in long queues and limited waiting space which is still 

inadequate. The first is a lack of human resources or officers in general medical 

examination services, the second is inadequate facilities and infrastructure, namely 

limited seating, not enough fans and narrow rooms so that patients are less comfortable 

in the service. The aim of this research is to find out how the health services for Healthy 

Indonesia Card (HIC) patients are at the Karang Mekar Community Health Center, 

Banjarmasin City. 

This research uses a descriptive qualitative research method with two sources of 

data, namely primary and secondary data. In this research, several data collection 

techniques such as observation, interviews and documentation are used, and data 

processing is used, including through the stages: Data examination (editing), 

classification (classifying), Verification, and Conclusion. 

The results of the research show that the Indonesian Healthy Card (HIC) Patient 

Health Service at the Karang Mekar Community Health Center, Banjarmasin City, is 

related to the general examination service flow at the Karang Mekar Community 

Health Center, namely registration, examination, action/referral, 

administration/diagnosis, which is seen based on 5 dimensions (five) quality of public 

services. Tangible, reliability, responsiveness, assurance and empathy can be said to 

be quite good. This is because looking at the indicators of reliability, assurance and 

empathy it is good, but looking at the indicators of tangibility and responsiveness it is 

still not good because there are still complaints from applicants stating that there are 

incomplete facilities and infrastructure, the service process is taking a long time due 

to the larger number of applicants. Compared to the number of officers, it is still 

inadequate in responding to every complaint from service users, which results in 

health services at community health centers being late for the community and not in 

accordance with Standard Operating Procedures (SOP). 

The suggestions given in this research are for employees of the service department 

at the Karang Mekar Community Health Center, Banjarmasin City, it is hoped that 

they can improve quality and add staff to overcome the problem of the lack of human 

resources, such as the number of doctors and health service operators being 

insufficient or insufficient. Ideal officer. And it is also necessary to complete the 

facilities and infrastructure such as chairs, fans, etc., so that the community as 

applicants can feel the comfort of the services provided by the Karang Mekar 

Community Health Center, Banjarmasin City 

 

Keywords: Services, HIC patients 
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