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ABSTRAK

Muhammad Ilham Mansiz, 2010411310048. Kualitas Pelayanan Terhadap
Pembuatan Surat Keterangan Sehat di Puskesmas Batulicin Kabupaten
Tanah Bumbu. Di bawah bimbingan H. Muhammad Nur Iman Ridwan

Penelitian ini menelaah mutu pelayanan administrasi dalam penerbitan Surat
Keterangan Sehat di Puskesmas Batulicin, Kabupaten Tanah Bumbu. Fokus
penelitian diarahkan pada pelaksanaan pelayanan dan kendala yang menyertainya.
Fokus tersebut dipilih karena pada pengamatan awal masih ditemukan keluhan
pengguna layanan, terutama mengenai kedatangan petugas yang tidak selalu
sesuai dengan jam kerja.

Penelitian menggunakan pendekatan kualitatif deskriptif. Informan penelitian
terdiri atas Kepala Puskesmas Batulicin, Kepala Tata Usaha, dokter, petugas
administrasi, serta masyarakat yang mengurus Surat Keterangan Sehat. Data
dihimpun melalui wawancara, observasi, dan dokumentasi, kemudian dianalisis
secara kualitatif untuk menggambarkan proses pelayanan berdasarkan keadaan
yang ditemukan di lapangan.

Hasil penelitian menunjukkan bahwa pelayanan administrasi pembuatan Surat
Keterangan Sehat tergolong cukup baik jika dilithat melalui sepuluh prinsip
pelayanan dalam Keputusan Menteri Pendayagunaan Aparatur Negara Nomor 63
Tahun 2003. Meskipun demikian, kualitas pelayanan belum sepenuhnya optimal
karena kedisiplinan petugas dalam menjalankan SOP masih perlu diperkuat dan
beberapa fasilitas pendukung pelayanan belum memenuhi kebutuhan pengguna.
Oleh karena itu, Puskesmas Batulicin disarankan untuk meningkatkan
kedisiplinan petugas serta melengkapi fasilitas pendukung pelayanan guna
mengoptimalkan kualitas pelayanan kepada masyarakat.

Kata Kunci: Pelayanan Administrasi, Kualitas Pelayanan, Pelayanan Publik.



ABSTRACT

Muhammad Ilham Mansiz, 2010411310048. Service Quality in the Issuance of
Health Certificates at Batulicin Community Health Center, Tanah Bumbu
Regency. Supervised by H. Muhammad Noor Iman Ridwan

This study examines the quality of administrative services in the issuance of
Health Certificates at the Batulicin Community Health Center, Tanah Bumbu
Regency. The focus of the study is directed toward the implementation of services
and the obstacles encountered in the service process. This focus was chosen
because preliminary observations revealed complaints from service users,
particularly regarding staff attendance that was not always in accordance with
official working hours.

This research employed a descriptive qualitative approach. The informants
consisted of the Head of Batulicin Community Health Center, the Head of
Administration, doctors, administrative staff, and members of the public applying
for Health Certificates. Data were collected through interviews, observations, and
documentation, and were analyzed qualitatively to describe the service process
based on conditions found in the field.

The results indicate that the administrative service for issuing Health Certificates
is generally categorized as fairly good when assessed using the ten service
principles stipulated in the Decree of the Minister for Administrative Reform
Number 63 of 2003. However, the quality of service has not yet been fully
optimized, as staff discipline in implementing Standard Operating Procedures
(SOPs) still needs improvement and several supporting service facilities do not
adequately meet users' needs. Therefore, the Batulicin Community Health Center
is recommended to improve staff discipline and enhance supporting service
facilities in order to optimize service quality for the community.

Keywords: Administrative Services, Service Quality, Public Services.
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