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ABSTRAK

Ananda Ira Natha Putri, 2010411220032, 2024, Kualitas Pelayanan
Kesehatan Program Pengobatan di Puskesmas Kertak Hanyar Kabupaten
Banjar Kalimantan Selatan. Dibawah bimbingan Widyakanti.

Program Pengobatan merupakan salah satu dari 8 program yang ada,
program ini mencakupi pengobatan di Ruang Poli Umum, Ruang Lansia, Ruang
Anak/MTBS, Ruang Infeksius dan Ruang KIA-KB. Penelitian ini bertujuan untuk
mengetahui kualitas pelayanan kesehatan program pengobatan di Puskesmas
Kertak Hanyar Kabupaten Banjar Kalimantan Selatan serta mengidentifikasi
faktor-faktor penghambat dalam pelaksanaannya. Penelitian ini dianalisis dengan
teori dimensi kualitas pelayanan menurut Tjiptono vyaitu tangibles (bukti
langsung), reliability (keandalan), responsiveness (daya tanggap), assurance
(Jjaminan) dan empathy (empati).

Metode penelitian yang digunakan adalah deskriptif kualitatif dengan teknik
pengumpulan data melalui observasi, wawancara dan dokumentasi. Informan
dalam penelitian ini terdiri dari kepala puskesmas, petugas puskesmas, dan pasien
yang berobat di puskesmas. Analisis data dilakukan dengan teknik pengumpulan
data, reduksi data, penyajian data dan penarikan kesimpulan.

Hasil penelitian menunjukkan bahwa kualitas pelayanan kesehatan program
pengobatan di Puskesmas Kertak Hanyar sudah berjalan dengan cukup baik yang
dinilai dari lima indikator kualitas pelayanan yang dikemukakan oleh Tjiptono
yaitu tangibles (bukti langsung), reliability (keandalan), responsiveness (daya
tanggap), assurance (jaminan) dan empathy (empati). Faktor penghambat yang
mempengaruhi kualitas pelayanan kesehatan program pengobatan di Puskesmas
Kertak Hanyar meliputi 4 faktor yakni (1) adanya gangguan server/internet, (2)
keterbatasan luas lahan, (3) kurangnya sarana, prasarana & alat kesehatan dan (4)
keterlambatan petugas loket dalam mencari rekam medis.

Saran dari penelitian ini yaitu agar Puskesmas Kertak Hanyar bisa
menambah kapasitas kecepatan internet dan menyediakan genset, memaksimalkan
ruangan dan Kketerbatasan luas lahan, menambah sarana, prasarana dan alat
kesehatan yang ada, menyusun rekam medis pasien sesuai urutan abjad dan
menyarankan agar petugas Puskesmas bisa memberikan usulan kepada
pemerintah mengenai pembagian Puskesmas.

Kata kunci: Kualitas, Program Pengobatan, Pelayanan Kesehatan Puskesmas



ABSTRACT

Ananda Ira Natha Putri, 2010411220032, 2024, Quality of Health Services in
the Treatment Program at the Kertak Hanyar Community Health Center
Banjar Regency South Kalimantan. Under of guidance of Widyakanti.

The Treatment Program is one of 8 existing programs, this program
includes treatment in the General Poly Room, Elderly Room, Children's/MTBS
Room, Infectious Room and KIA-KB Room. This research aims to determine the
quality of health services for treatment programs at the Kertak Hanyar
Community Health Center, Banjar Regency, South Kalimantan and identify
inhibiting factors in its implementation. This research was analyzed using the
theory of service quality dimensions according to Tjiptono, namely tangibles
(direct evidence), reliability (reliability), responsiveness (responsiveness),
assurance (guarantee) and empathy (empathy).

The research method used is descriptive qualitative with data collection
techniques through observation, interviews and documentation. The informants in
this study consisted of the head of the community health center, community health
center staff, and patients seeking treatment at the community health center. Data
analysis was carried out using data collection techniques, data reduction, data
presentation and drawing conclusions.

The results of the research show that the quality of health services in the
treatment program at the Kertak Hanyar Community Health Center has been
running quite well as assessed by the five indicators of service quality proposed
by Tjiptono, namely tangibles (direct evidence), reliability (reliability),
responsiveness (responsiveness), assurance (guarantee) and empathy (empathy).
Inhibiting factors that influence the quality of health services for treatment
programs at the Kertak Hanyar Community Health Center include 4 factors,
namely (1) server/internet problems, (2) limited land area, (3) lack of facilities,
infrastructure & medical equipment and (4) delays in counter staff in searching
medical records.

Suggestions from this research are that the Kertak Hanyar Health Center
can increase internet speed capacity and provide generators, maximize space and
limited land area, add existing facilities, infrastructure and health equipment,
arrange patient medical records in alphabetical order and suggest that the
Community Health Center staff can provide suggestions to the government
regarding the distribution of health centers.

Keywords: Quality, Treatment Program, Community Health Services
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