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ABSTRAK 

 

FARHAN ALBAIHAQI ISNAN. 2052200012. Hubungan Kualitas Pelayanan 

Terhadap Kepuasan Pasien di Puskesmas Baki. Karya Tulis Ilmiah. DIII 

Rekam Medis dan Informasi Kesehatan. Fakultas Kesehatan Masyarakat 

dan Ilmu Kesehatan. Universitas Veteran Bangun Nusantara Sukoharjo. 

2023. 

 

Kualitas pelayanan merupakan upaya pemenuhan kebutuhan yang diiringi 

dengan keinginan konsumen serta ketepatan cara penyampainnya agar dapat 

memenuhi kepuasan pasien tersebut. Penelitian ini bertujuan untuk mengetahui 

pengaruh kualitas pelayanan terhadap kepuasan pasien di Puskesmas Baki. Jenis 

penelitian ini merupakan penelitian kuantitatif menggunakan desain cross 

sectional. Populasi pada penelitian ini yaitu pasien di Puskesmas Baki sebanyak 

3.161. Sampel dalam penelitian ini sebanyak 355. Teknik sampling menggunakan 

quota sampling. Hasil penelitian kualitas pelayanan di Puskesmas Baki berada 

pada  kategori baik 55,8% (198 responden dari 355 responden). Sedangkan hasil 

kepuasan pasien menunjukkan berada pada kategori puas 55,8% (198 responden 

dari 355 responden). Hasil penelitian chi-square menunjukkan ada hubungan 

antara kualitas pelayanan terhadap kepuasan pasien di Puskesmas Baki dengan 

nilai p-value 0,014 < 0,05. 

 

Kata kunci  : Kualitas pelayanan, Kepuasan Pasien, Puskesmas 

Kepustakaan  : 44 (2013-2022) 
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ABSTRACT 

 

Farhan Albaihaqi Isnan. 2052200012. The Relationship between Service 

Quality and Patient Satisfaction at the Baki Health Center. Scientific papers. 

DIII Medical Records and Health Information. Faculty of Public Health and 

Health Sciences. Bangun Nusantara Veterans University, Sukoharjo. 2023. 

 

 Service quality is an effort to fulfill needs accompanied by consumer 

desires and the accuracy of the delivery method in order to meet patient 

satisfaction. This study aims to determine the effect of service quality on patient 

satisfaction at the Baki Health Center. This type of research is a quantitative 

study using a cross sectional design. The population in this study were 3,161 

patients at the Baki Health Center. The sample in this study is 355. The sampling 

technique uses quota sampling. The results of the research on service quality at 

the Baki Health Center were in the good category, 55.8% (198 out of 355 

respondents). Meanwhile, the results of the patient satisfaction research showed 

that it was in the satisfied category, 55.8% (198 respondents out of 355 

respondents). The results of the chi-square study showed that there was a 

relationship between service quality and patient satisfaction at the Baki Health 

Center with a p-value of 0.014 <0.05. 

 

Keywords : Service Quality, Patient Satisfaction, Health Center 
Literature : 44 (2013-2022) 
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