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ABSTRAK 

ANALISIS MUTU PELAYANAN BERDASARKAN PERSEPSI 

PENGGUNA BPJS KESEHATAN DENGAN METODE 

IMPORTANCE PERFORMANCE ANALYSIS 

 

Arya Christian Januardi 

 

Mutu pelayanan kesehatan berhubungan dengan pelayanan yang diharapkan oleh 

pasien dan kemampuan Puskesmas sebagai penyedia layanan untuk memenuhi 

harapan pengguna pelayanan. Penelitian ini bertujuan untuk menganalisis mutu 

pelayanan kesehatan berdasarkan persepsi pengguna BPJS Kesehatan di Puskesmas 

Banjarbaru Selatan dengan menggunakan metode Importance Performance 

Analysis (IPA). Studi ini menggunakan desain deskriptif kuantitatif dengan 

pendekatan cross sectional, melibatkan 100 responden yang dipilih melalui teknik 

accidental sampling. Data dikumpulkan menggunakan kuesioner skala likert 1-5 

untuk mengukur tingkat kepentingan dan kinerja pada lima dimensi mutu 

pelayanan: tangibles, reliability, responsiveness, assurance, dan empathy. 

Karakteristik responden didominasi perempuan (60%), kelompok dewasa awal 

dengan usia 26-45 tahun (49%), dan pegawai swasta (31%). Hasil penelitian 

menunjukkan rata-rata tingkat kepentingan sebesar 4,67 (sangat penting) dan rata-

rata tingkat kinerja sebesar 4,37 (sangat baik), dengan tingkat kesesuaian 

keseluruhan mencapai 93,57% yang dikategorikan "sangat sesuai”. Analisis 

diagram kartesius mengidentifikasi Kuadran I (prioritas utama) terdiri dari 5 atribut 

yang perlu diperbaiki: kenyamanan ruang tunggu, kelengkapan fasilitas poli, 

kecepatan pelayanan, kemampuan petugas mengatasi keluhan, dan pemberian 

informasi secara proaktif. Dimensi reliability memiliki tingkat kesesuaian tertinggi 

(96,75%), sedangkan dimensi tangibles memiliki tingkat kesesuaian terendah 

(90,27%). Penelitian ini merekomendasikan agar Puskesmas Banjarbaru Selatan 

lebih fokus terhadap upaya peningkatan pada atribut-atribut prioritas utama, 

terutama aspek kenyamanan ruang tunggu, kelengkapan fasilitas, responsivitas 

pelayanan, dan kemampuan empati petugas kesehatan untuk meningkatkan kualitas 

mutu pelayanan secara optimal. 

 

Kata Kunci: Mutu Pelayanan, BPJS Kesehatan, Importance Performance 

Analysis, puskesmas, Diagram Kartesius 

  



 

 

v 

 

ABSTRACT 

ANALYSIS OF SERVICE QUALITY BASED ON THE PERCEPTIONS OF 

BPJS KESEHATAN USERS WITH THE IMPORTANCE 

PERFORMANCE ANALYSIS METHOD 

 

Arya Christian Januardi 

 

Health service quality is related to the services expected by patients and the ability 

of community health centers (Puskesmas) as service providers to meet user 

expectations. This study aims to analyze health service quality based on the 

perceptions of BPJS Kesehatan users at the South Banjarbaru Community Health 

Center using the Importance Performance Analysis (IPA) method. This study uses 

a quantitative descriptive design with a cross-sectional approach, involving 100 

respondents selected through accidental sampling. Data were collected using a 1-

5 Likert scale questionnaire to measure the level of importance and performance 

across five dimensions of service quality: tangibles, reliability, responsiveness, 

assurance, and empathy. Respondent characteristics were dominated by females 

(60%), the early adulthood group aged 26-45 years (49%), and private sector 

employees (31%). The study results showed an average importance level of 4.67 

(very important) and an average performance level of 4.37 (very good), with an 

overall consistency level of 93.57%, categorized as “very consistent.” Cartesian 

diagram analysis identified Quadrant I (top priority) consisting of five attributes 

that need improvement: waiting room comfort, completeness of clinic facilities, 

service speed, staff ability to address complaints, and proactive information 

provision. The reliability dimension had the highest level of alignment (96.75%), 

while the tangibles dimension had the lowest level of alignment (90.27%). This 

study recommends that the Banjarbaru Selatan Health Center focus its 

improvement efforts on the top priority attributes, particularly aspects related to 

waiting room comfort, facility completeness, service responsiveness, and 

healthcare staff empathy to optimize service quality. 

 

Keywords: Service Quality, BPJS Kesehatan, Importance Performance Analysis, 

Community Health Center, Cartesian Diagram 
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