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ABSTRAK 

 
HUBUNGAN KUALITAS PELAYANAN DENGAN  

TINGKAT KEPUASAN PASIEN DI POLI UMUM 

PUSKESMAS GUNTUNG MANGGIS 

 
 

Mutia Rahmah 

 
 

Salah satu pelayanan publik yang dilakukan aparatur pemerintah yaitu 

pelayanan masyarakat di bidang kesehatan. Penyelenggaraan pelayanan kesehatan 

untuk masyarakat di tingkat dasar di Indonesia melalui Puskesmas yang merupakan 

unit organisasi fungsional Dinas Kesehatan Kabupaten/ Kotamadya dan diberi 

tanggung jawab sebagai pengelola kesehatan bagi masyarakat tiap wilayah 

kecamatan dari Kabupaten/ Kotamadya bersangkutan. Data hasil survey kepuasan 

masyarakat di Puskesmas Guntung Manggis 78,88% dan belum memenuhi standar 

yang ditetapkan oleh Kementerian Kesehatan yaitu 95%. Tujuan dalam penelitian 

ini adalah menganalisis hubungan kualitas pelayanan dengan tingkat kepuasan 

pasien di Poli Umum Puskesmas Guntung Manggis. Penelitian ini menggunakan 

metode kuantitatif dengan desain cross sectional. Populasi pada penelitian ini 

adalah semua pasien yang berkunjung ke Puskesmas Guntung Manggis tahun 2022 

sebanyak 59.504 pasien. Teknik pengambilan sampel menggunakan purposive 

sampling sebanyak 73 responden. Berdasarkan hasil penelitian menunjukkan 

bahwa tidak ada hubungan kualitas pelayanan berdasarkan dimensi tangible (p-

value=0,455) dan berdasarkan dimensi assurance (p-value=0,109) dengan tingkat 

kepuasan pasien, serta ada hubungan kualitas pelayanan berdasarkan dimensi 

reliability (p-value=0,009), berdasarkan dimensi responsiveness (p-value=0,010), 

berdasarkan dimensi emphaty (p-value=0,004) dengan tingkat kepuasan pasien di 

Puskesmas Guntung Manggis. 

 

 
Kata Kunci: Kualitas pelayanan, kepuasan, puskesmas  
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ABSTRACT 

 
THE RELATIONSHIP BETWEEN SERVICE QUALITY AND LEVEL OF 

PATIENT SATISFACTION IN THE GENERAL POLY OF GUNTUNG 

MANGGIS HEALTH CENTER 

 

 
Mutia Rahmah 

 

 
One of the public services carried out by government officials is community 

service in the health sector. The provision of health services for the community at 

the basic level in Indonesia is through the Community Health Center which is the 

functional organizational unit of the Regency/Municipal Health Office and is given 

responsibility as the health manager for the community in each sub-district of the 

Regency/Municipality concerned. Data from the community satisfaction survey at 

the Guntung Manggis Health Center was 78.88% and did not meet the standards 

set by the Ministry of Health, namely 95%. The purpose of this study was to analyze 

the relationship between service quality and patient satisfaction at the Guntung 

Manggis Health Center General Polyclinic. This study used a quantitative method 

with a cross sectional design. The population in this study were all patients who 

visited the Guntung Manggis Health Center in 2022 with a total of 59,504 patients. 

The sampling technique used purposive sampling of 73 respondents. The results 

showed that there was no relationship between service quality based on the tangible 

dimension (p-value = 0.455) and assurance dimension (p-value = 0.109) with the 

level of patient satisfaction, and there was a relationship between service quality 

based on the reliability dimension (p-value = 0.009), based on the responsiveness 

dimension (p-value = 0.010), based on the empathy dimension (p-value = 0.004) 

with the level of patient satisfaction at the Guntung Manggis Health Center. 

 

Keywords: Service quality, satisfaction, public health center 
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