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ABSTRAK

Pelayanan kesehatan yang bermutu menjadi faktor penting dalam menentukan kepuasan pasien.
Puskesmas Nanggalo dari tahun 2021-2023 mengalami penurunan jumlah kunjungan sebanyak 28%.
Tujuan penelitian untuk mengetahui hubungan dimensi mutu pelayanan kesehatan dengan tingkat
kepuasan pasien rawat jalan di Puskesmas Nanggalo Tahun 2025.

Penelitian ini merupakan penelitian kuantitatif dengan desain cross sectional. Penelitian
dilaksanakan bulan Maret-Agustus 2025, pengumpulan data dilakukan 29April-9 Mei 2025. Populasi
yaitu pasien rawat jalan yang berkunjung ke Puskesmas Nanggalo, jumlah sampel 96 responden diambil
secara Accidental Sampling. Pengumpulan data menggunakan kuesioner dengan wawancara. Analisa
data menggunakan analisis univariat dan analisis bivariat menggunakan uji statistic yaitu uji Chi-
square.

Hasil penelitian menunjukkan 21,9% menyatakan tidak puas terhadap pelayanan kesehatan,
32,3% menyatakan dimensi bukti langsung tidak bermutu, 38,5% menyatakan dimensi kehandalan
tidak bermutu, 52,1% menyatakan dimensi daya tanggap tidak bermutu, 52,1% menyatakan dimensi
jaminan tidak bermutu, 35,4% menyatakan dimensi empati tidak bermutu. Terdapat hubungan bukti
langsung (p=0,006), kehandalan (p=0,003), daya tanggap (p=0,000), jaminan (p=0,045), dan empati
(p=0,000) dengan kepuasan pasien di Puskesmas Nanggalo tahun 2025.

Terdapat hubungan dimensi mutu pelayanan kesehatan dengan tingkat kepuasan pasien rawat
jalan di Puskesmas Nanggalo. Oleh karena itu, peningkatan mutu pelayanan khususnya dimensi
kehandalan dan daya tanggap perlunya perhatian utama pihak puskesmas untuk meningkatkan kepuasan
dan kenyamanan pasien.
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ABSTRACT

Quality health services are an important factor in determining patient satisfaction. Nanggalo
Health Center from 2021-2023 experienced a decrease in the number of visits by 28%. The purpose of
the study was to determine the relationship between the dimensions of health service quality and the
level of outpatient satisfaction at Nanggalo Health Center in 2025.

This study is a quantitative study with a cross-sectional design. The study was conducted in
March-August 2025, data collection was carried out from 29 April to 9 May 2025. The population was
outpatients visiting Nanggalo Health Center, the number of samples was 96 respondents taken by
Accidental Sampling. Data collection using questionnaires with interviews. Data analysis using
univariate analysis and bivariate analysis using statistical tests, namely the Chi-square test.

The results of the study showed that 21.9% stated that they were dissatisfied with health
services, 32.3% stated that the direct evidence dimension was of poor quality, 38.5% stated that the
reliability dimension was of poor quality, 52.1% stated that the responsiveness dimension was of poor
quality, 52.1% stated that the assurance dimension was of poor quality, 35.4% stated that the empathy
dimension was of poor quality. There is a relationship between direct evidence (p = 0.0006), reliability
(p = 0.003), responsiveness (p = 0.000), assurance (p = 0.045), and empathy (p = 0.000) with patient
satisfaction at the Nanggalo Health Center in 2025.

There is a relationship between the dimensions of health service quality and the level of
satisfaction of outpatients at the Nanggalo Health Center. Therefore, improving the quality of services,
especially the dimensions of reliability and responsiveness, needs the main attention of the health center
to increase patient satisfaction and comfort.
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