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ABSTRAK

Rizky Ramadani, 1810411610028, 2024, Kinerja Pelayanan Kesehatan Pada
Usia Produktif di Puskesmas Alalak Selatan Kota Banjarmasin. Dibawah
Bimbingan Aulia.

Penelitian ini berangkat dari permasalahan pelayanan kesehatan pada
usia produktif di puskesmas yang dimana adanya keluhan dari masyarakat
mengenai masih pelayanan yang lambat, sarana yang masih kurang memadai
saat menunggu antrian di ruang tunggu dan keramahan petugas sehingga
membuat timbulnya ketidakpuasan masyarakat. Adapun informan dalam
penelitian terdiri dari Kepala Puskesmas Alalak Selatan Kota Banjarmasin,
Dokter umum, Petugas apoteker, Petugas loket dan 4 masyarakat, teknik
pengumpulan Triangulasi teknik ini merupakan gabungan dari tiga teknik yaitu
teknik observasi, wawancara dan dokumentasi. Teknik Analisis data dalam
penelitian melalui tiga alur yaitu reduksi data, penyajian.

Hasil penelitian menunjukan kinerja pelayanan dapat dikatakan cukup.
dilihat indikator yaitu:1). Tangible, dapat dikatakan bahwasanya memastikan
kesesuaian data pasien sebelum nantinya dilakukan pemeriksaan kesehatan,
pelayanan yang diberikan di puskesmas menurut masyarakat mudah dipahami,
karena sudah ada berupa browser ataupun tata cara prosedur dengan bahasa yang
mudah dipahami, selain itu pegawai yang ada di loket juga menjelaskannya
informasi ketika pemanggilan,dari segi sarana dan prasarana di puskesmas sudah
memadai. 2) Responsiveness, respon pelaksana di puskesmas adanya terdapat
kurang ramah terhadap masyarakat saat bertanya, respon yang diberikan
terhadap pasien berobat walaupun tidak semua petugas yang kurang ramahnya
tetapi ada beberapa yang sikapnya masih kurang berkenan. 3) Competence,
dalam penanganan medis di puskesmas ini sudah sesuai dengan prosedur yang
berlaku seperti mengedukasi masyarakat yang belum memahami prosedur
mengenai langkah-langkah seperti apa saja yang harus dilakukan masyarakat
untuk berobat di puskesmas. Adanya kendala yang dialami oleh masyarakat
seperti kurang tanggap dengan apa yang dijelaskan, mereka meminta untuk
dijelaskan, namun untuk setiap penjelasan biasanya tidak sampai paham dan
juga dikeluhkan terhadap perawat yang membuat rujukan lambat. 4)
Communication, petugas sangat berempati dalam melayani masyarakat dan
menjalin komunikasi yang baik kepada masyarakat, jaminan pengobatan yang
diberikan oleh puskesmas.

Saran kepada pihak untuk senantiasa membantu, mendorong,
menyemangati hingga menegur pegawai yang dirasa kKinerjanya menurun. Serta,
meningkatkan kedisiplinan serta bisa membangung penilaian positif yang
diberikan oleh masyarakat dengan menunjukkan sikap ramah, sopan dan santun,
murah senyum serta tepat waktu.

Kata Kunci: Kinerja, Pelayanan Kesehatan, Puskesmas



ABSTRACT

Rizky Ramadani, 1810411610028, 2024, Performance of Health Services in
the Productive Age at South Alalak Community Health Center, Banjarmasin
City. Under Aulia’s guidance.

This research started from the problem of health services for the
productive age at community health centers, where there were complaints from
the public regarding slow service, inadequate facilities when waiting in line in
the waiting room and the friendliness of the staff, which gave rise to public
dissatisfaction. The informants in the research consisted of the Head of the
South Alalak Community Health Center, Banjarmasin City, a general
practitioner, a pharmacist, a counter officer and 4 members of the public. The
triangulation collection technique was a combination of three techniques,
namely observation, interview and documentation techniques. Data analysis
techniques in research go through three channels, namely data reduction,
presentation.

The research results show that service performance can be said to be
adequate. Look at the indicators, namely: 1). Tangible, it can be said that
ensuring the suitability of patient data before a health examination is carried
out, the services provided at the community health center are easy to
understand, because there is a browser or procedures in language that is easy to
understand, apart from that the staff at the counter also explains the
information. when called, the facilities and infrastructure at the puskesmas were
adequate. 2) Responsiveness, the response of administrators at the community
health center is that they are less friendly towards the public when asking
questions, the response given to patients seeking treatment is that although not
all officers are less friendly, there are some whose attitude is still less pleasing.
3) Competence, medical treatment at the community health center is in
accordance with applicable procedures, such as educating people who do not
understand the procedures regarding what steps people must take to seek
treatment at the community health center. There are obstacles experienced by
the community, such as not being responsive to what is being explained, they ask
for an explanation, but usually they don't understand each explanation and they
also complain about nurses who make referrals slowly. 4) Communication,
officers are very empathetic in serving the community and establish good
communication with the community, guaranteeing treatment provided by the
health center.

Advice to parties to always help, encourage, encourage and even
reprimand employees whose performance they feel is decreasing. As well as,
increasing discipline and being able to build positive assessments given by the
community by showing a friendly, polite and courteous attitude, smiling and
being punctual.

Keywords: Performance, Health Services, Community Health Center
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