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ABSTRAK 

 

HUBUNGAN MUTU PELAYANAN KESEHATAN DENGAN KEPUASAN 

PASIEN DI PUSKESMAS BANJARBARU SELATAN 

 

Satria 
 

Kesehatan adalah kebutuhan dasar yang cukup krusial bagi masyarakat 

Indonesia. Seiring dengan peningkatan kualitas hidup, tuntutan masyarakat 

terhadap standar layanan kesehatan yang lebih baik terus meningkat. Pelayanan 

kesehatan dasar di Indonesia diselenggarakan melalui Puskesmas. Berdasarkan 

hasil survei kepuasan masyarakat di Puskesmas Banjarbaru Selatan pada tahun 

2023 tercatat tingkat kepuasan sebesar 83,7% yang tergolong baik, namun masih di 

bawah standar minimal Kementerian Kesehatan yaitu 95%. Penelitian ini ditujukan 

guna menganalisis hubungan diantara kualitas pelayanan kesehatan dengan tingkat 

kepuasan pasien di Puskesmas Banjarbaru Selatan. Pendekatan penelitian ini ialah 

kuantitatif dengan desain potong lintang. Populasi pada penelitian ini berjumlah 

12.473 pasien Poli Umum Puskesmas Banjarbaru Selatan tahun 2023, dengan 

menggunakan teknik purposive sampling yang melibatkan 100 responden. Uji 

statistik dilakukan menggunakan Uji Fisher Exact, mengingat daya yang diperoleh 

tidak berdistribusi normal. Hasil penelitian memperlihatkan didapati hubungan 

kualitas pelayanan berdasarkan variabel tangible (p-value=0.001), empathy (p-

value=0.016), reliability (p-value=0.001), responsiveness (p-value=0.001), 

assurance (p-value=0,003), dan access (p-value=0,001) dengan tingkat kepuasan 

pasien di Puskesmas Banjarbaru Selatan. 

 

Kata Kunci: Mutu pelayanan, kepuasan pasien, puskesmas 
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ABSTRACT 

 

The Relationship Between Healthcare Service Quality and Patient Satisfaction 

at Banjarbaru Selatan Community Health Center 

 

Satria 

 

Health is a very important basic need for Indonesian people. As the quality 

of life improves, society's demands for better health service standards continue to 

increase. Basic health services in Indonesia are provided through Community 

Health Centers. According to the outcomes of a community satisfaction survey at 

the South Banjarbaru Community Health Center in 2023, a satisfaction level of 

83.7% was recorded, which is considered good, but still below the Ministry of 

Health's minimum standard of 95%. This research seeks to examine the correlation 

between the quality of health services and the level of patient satisfaction at the 

South Banjarbaru Community Health Center. This study approach is quantitative 

with a cross-sectional design. The population in this study was 12,473 patients at 

the South Banjarbaru Community Health Center General Polyclinic in 2023, using 

a purposive sampling technique involving 100 respondents. Statistical tests were 

carried out using the Fisher Exact Test, considering that the power obtained was 

not normally distributed. The research results show that there is a relationship 

between service quality based on tangible variables (p-value=0.001), empathy (p-

value=0.016), reliability (p-value=0.001), responsiveness (p-value=0.001), 

assurance (p-value =0.003), and access (p-value=0.001) with the level of patient 

satisfaction at the South Banjarbaru Community Health Center. 

Keywords: Service quality, patient satisfaction, public health center 
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