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ABSTRAK

Puskesmas Pauh mengalami penurunan jumlah kunjungan rawat jalan pada tahun
2023 sebanyak 53.855 pasien menjadi sebanyak 47.340 pasien tahun 2024. Standar
Pelayanan Minimal untuk kepuasan pasien yaitu diatas 95%. Tujuan penelitian ini untuk
mengetahui hubungan dimensi mutu pelayanan dengan kepuasan pasien di Puskesmas
Pauh Kota Padang.

Penelitian ini merupakan penelitian kuantitatif dengan desain penelitian cross
sectional. Penelitian ini dilaksanakan pada bulan Maret-Agustus 2025, pengambilan data
dilakukan pada tanggal 7 Mei — 26 Mei 2025. Populasi pada penelitian ini yaitu pasien yang
berkunjung ke puskesmas, jumlah sampel sebanyak 96 responden yang diambil secara
Accidental Sampling. Pengumpulan data menggunakan kuesioner dengan cara wawancara.
Analisis data menggunakan analisis univariat dan analisis bivariat menggunakan uji
statistic yaitu uji Chi- square.

Hasil penelitian menunjukkan 31,3% pasien menyatakan tidak puas, 81,3%
menyatakan dimensi kehandalan tidak bermutu, 80,2% pasien menyatakan dimensi daya
tanggap tidak bermutu, 76,0% pasien menyatakan dimensi jaminan tidak bermutu, 83,3%
pasienmenyatakan dimensi empati tidak bermutu, 45,8% pasien menyatakan bukti fisik
tidak bermutu. Hasil uji statistik diketahui terdapat hubungan kehandalan (p= 0,020) dan
bukti fisik (p= 0,001) dengan kepuasan pasien dan tidak ada hubungan daya tanggap (p=
0,178) jaminan (p=0,57),empati (p= 0,140) dengan kepuasan pasien dengan.

Dapat disimpulkan bahwa dimensi mutu pelayanan memiliki pengaruh terhadap
tingkat kepuasan pasien. Oleh karena itu, disarankan kepada Puskesmas Pauh untuk terus
meningkatkan mutu pelayanannya guna meningkatkan kepuasan pasien. Upaya yang dapat
dilakukan antara lain dengan menyederhanakan alur pelayanan agar lebih efisien dan
mudah dipahami oleh pasien, serta mengoptimalkan penyediaan sarana dan prasarana
penunjang pelayanan kesehatan secara maksimal.
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ABSTRACT

The Pauh Community Health Center experienced a decrease in the number of
outpatient visits in 2023 from 53,855 patients to 47,340 patients in 2024. The Minimum Service
Standard for patient satisfaction is above 95%. The purpose of this study was to determine the
relationship between service quality dimensions and patient satisfaction at the Pauh
Community Health Center in Padang City.

This research is a quantitative study with a cross-sectional research design. This study
was conducted in March-August 2025, data collection was carried out on May 7 - May 26,
2025. The population in this study were patients who visited the community health center, the
number of samples was 96 respondents taken by accidental sampling. Data collection used a
questionnaire through interviews. Data analysis used univariate analysis and bivariate
analysis using statistical tests, namely the Chi-square test.

The results of the study showed that 31.3% of patients stated that they were dissatisfied,
81.3% stated that the reliability dimension was not of good quality, 80.2% of patients stated
that the responsiveness dimension was not of good quality, 76.0% of patients stated that the
assurance dimension was not of good quality, 83.3% of patients stated that the empathy
dimension was not of good quality, 45.8% of patients stated that the physical evidence was not
of good quality. The results of the statistical test showed that there was a relationship between
reliability (p = 0.020) and physical evidence (p = 0.001) with patient satisfaction and there
was no relationship between responsiveness (p = 0.178) assurance (p = 0.57), empathy (p =
0.140) with patient satisfaction.

It can be concluded that the dimensions of service quality influence patient satisfaction
levels. Therefore, it is recommended that the Pauh Community Health Center continue to
improve its service quality to enhance patient satisfaction. Efforts that can be made include
simplifying the service flow to make it more efficient and easier for patients to understand, and
optimizing the provision of supporting facilities and infrastructure for healthcare services.
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