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ABSTRAK 

Nurul Helfiana, 1810411620023, 2022. “Kualitas Pelayanan Imunisasi Rutin 

di Unit Pelaksana Teknis Puskesmas Sungai Tabuk 3 Kabupaten Banjar”. 

Dibawah bimbingan Widyakanti. 
 

Penelitian ini bertujuan untuk mengetahui Kualitas Pelayanan Imunisasi 

Rutin di Unit Pelaksana Teknis Puskesmas Sungai Tabuk 3 serta mengetahui Faktor 

Penghambat Kualitas Pelayanan Imunisasi Rutin di Unit Pelaksana Teknis 

Puskesmas Sungai Tabuk 3 Kabupaten Banjar. Mengingat kualitas pelayanan 

publik pada dasarnya terkait dengan pelayanan yang terbaik dalam melayani 

pelanggan atau masyarakat secara memuaskan. 
 

Metode penelitian yang digunakan adalah pendekatan penelitian kualitatif 

dengan tipe penelitian deskriptif kualitatif. Lokasi penelitian bertempat di Unit 

Pelaksana Teknis Puskesmas Sungai Tabuk 3 Kecamatan Sungai Tabuk Kabupaten 

Banjar. Informan dalam penelitian ini adalah masyarakat atau selaku orangtua anak 

dan petugas/pihak terkait Pelayanan Imunisasi Rutin Puskesmas Sungai Tabuk 3. 

Sumber yang digunakan berupa data primer dan data sekunder dengan teknik 

pengumpulan data yaitu observasi, wawancara dan dokumentasi. Teknik analisis 

data dalam penelitian ini menggunakan teknik Miles dan Hubeman, dalam 

Sugiyono (2018) yakni melalui tahap reduksi data, penyajian data dan penarikan 

kesimpulan. 

 

Hasil dari penelitian ini menunjukkan kualitas pelayanan imunisasi rutin di 

Unit Pelaksana Teknis Puskesmas Sungai Tabuk 3 Kabupaten Banjar cukup baik, 

dapat dilihat dari 9 indikator kepuasan masyarakat berdasarkan Peraturan Menteri 

Pendayagunaan Aparatur Negara dan Reformasi Birokrasi Nomor 14 Tahun 2017 

tentang Pedoman Penyusunan Survei Kepuasan Masyarakat Unit Penyelengara 

Pubik meliputi: 1) Persyaratan, 2) Sistem, Mekanisme dan Prosedur, 3) Waktu 

Penyelesaian, 4) Biaya/Tarif, 5) Produk Spesifikasi Jenis Pelayanan, 6) Kompetensi 

Pelaksana, 7) Perilaku Pelaksana, 8) Penanganan, Pengaduan, Sarana dan Masukan, 

9) Sarana dan Prasarana. Dalam penelitian ini juga terdapat faktor penghambat 

internal dan eksternal terhadap kualitas pelayanan imunisasi rutin. 

Ada beberapa hal yang perlu disarankan yaitu : 1) Pegawai yang bertugas 

lebih meningkatkan kesadaran dalam penerapan Standar Operasional Prosedur 

(SOP) yang berlaku terutama waktu operasional pelayanan; 2) Sarana dan prasarana 

perlu ditingkatkan lagi dalam memberikan pelayanan publik yang nyaman dan 

berkualitas kepada masyarakat; 3) Mengoptimalkan sosialisasi pentingnya 

imunisasi rutin dasar lengkap guna meningkatkan pengetahuan, kesadaran serta 

partisipasi masyarakat; 4) Perlu melakukan inovasi pelayanan imunisasi rutin untuk 

dapat menarik minat orangtua mengimunisasikan bayi/balita ke Puskesmas  

 

Kata Kunci : Kualitas Pelayanan Publik, Pelayanan Imunisasi Rutin 
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ABSTRACT 

 

Nurul Helfiana, 1810411620023, 2022. "Quality of Routine Immunization 

Services at the Technical Implementation Unit of Sungai Tabuk 3 Community 

Health Center, Banjar Regency". Under the guidance of Widyakanti 

This study aims to determine the Quality of Routine Immunization Services at 

the Sungai Tabuk 3 Health Center Technical Implementation Unit and to determine 

the Inhibiting Factors of Routine Immunization Service Quality at the Sungai Tabuk 

3 Health Center Technical Implementation Unit, Banjar Regency. Considering that 

the quality of public services is basically related to the best service in serving 

customers or the community satisfactorily. 

The research method used is a qualitative research approach with a 

qualitative descriptive research type. The research location was located at the 

Sungai Tabuk 3 Community Health Center Technical Implementation Unit, Sungai 

Tabuk District, Banjar Regency. Informants in this study were the community or as 

parents of children and officers/parties related to the Routine Immunization 

Services of the Sungai Tabuk 3 Health Center. The sources used were primary data 

and secondary data with data collection techniques namely observation, interviews 

and documentation. The data analysis technique in this study uses the Miles and 

Hubeman technique, in Sugiyono (2018), namely through the stages of data 

reduction, data presentation and drawing conclusions. 

The results of this study indicate that the quality of routine immunization 

services at the Sungai Tabuk 3 Community Health Center Technical 

Implementation Unit in Banjar Regency is quite good, as can be seen from the 9 

indicators of community satisfaction based on the Regulation of the Minister of 

Administrative Reform and Bureaucratic Reform Number 14 of 2017 concerning 

Guidelines for Compiling Community Satisfaction Surveys in Executing Units 

Public includes: 1) Requirements, 2) Systems, Mechanisms and Procedures, 3) 

Completion Time, 4) Fees/Tariffs, 5) Product Specifications Type of Service, 6) 

Executor Competency, 7) Executor Behavior, 8) Handling, Complaints, Means and 

Input, 9) Facilities and Infrastructure. In this study there were also internal and 

external inhibiting factors on the quality of routine immunization services. 

There are several things that need to be suggested, namely: 1) Employees in 

charge of increasing awareness in the application of Standard Operating 

Procedures (SOP) that apply, especially during service operations; 2) Facilities 

and infrastructure need to be further improved in providing comfortable and 

quality public services to the community; 3) Optimizing the socialization of the 

importance of complete basic routine immunization (IDL) in order to increase 

knowledge, awareness and community participation; 4) It is necessary to innovate 

routine immunization services to attract parents' interest in immunizing 

babies/toddlers at the Puskesmas. 

Keywords : Quality of Public Services, Routine Immunization Services 
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