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ANALISIS HUBUNGAN KUALITAS PELAYANAN DENGAN KEPUASAAN
PASIEN DI PUSKESMAS CILACAP TENGAH I

Cindy Yuanita
14030117140093
Jurusan Administrasi Publik, Fakultas Ilmu Sosial llmu Politik,
Universitas Diponegoro

Abstrak

Kesehatan menjadi aspek penting dalam pembangunan negara. Pemerintah
dalam mewujudkan pelayanan kesehatan tingkat pertama maka dibentuk Puskesmas.
Pasien menginginkan kepuasan yang melalui peningkatan kualitas pelayanan
kesehatan. Tahun 2015-2019 terjadi penurunan jumlah pengunjung Puskesmas Cilacap
Tengah I. Hal ini disebabkan kurangnya kualitas pelayanan, petugas kurang ramah, dan
dokter yang kurang jelas dalam memberi informasi terkait penyaki pasein. Penelitian
ini bertujuan menganalisis hubungan antara kualitas pelayanan dengan kepuasan
pasien di Puskesmas Cilacap Tengah I. Penelitian ini menggunakan pendekatan
kuantitatif. Sampel penelitian ini 99 menggunakan teknik accidental sampling. Teknik
analisis menggunakan uji kendall b dan uji kendall W. Hasil penelitian menunjukkan
bahwa kehandalan, daya tanggap, empati, dan bukti fisik memiliki hubunan positif dan
signifikan terhadap kepuasan, sedangkan jaminan memiliki hubungan positif namun
tidak signifikan. Secara simultan kehandalan, daya tanggap, jaminan, empati, dan bukti
fisik memiliki hubungan dengan kepuasan pasien.
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ANALYZE THE RELATIONSHIP BETWEEN SERVICE QUALITY WITH
PATIENT SATISFACTION AT PUSKESMAS CILACAP TENGAH I.

Cindy Yuanita
14030117140093
Department of Public Administration, Faculity of Social and Political Science,
Universitas Diponegoro

Abstract

Health is an important aspect of the development of the country. The government was
realizing the first level of health services then formed the Puskesmas. Patients want
satisfaction through improving the quality of health services. In 2015-2019 there was
a decrease in the number of visitors to the Puskesmas Cilacap Tengah I. It was due to
the lack of service quality, unfriendly staff, and doctors who were not clear in providing
information related to patients' illnesses. This study aims to analyze the relationship
between service quality and patient satisfaction at Puskesmas Cilacap Tengah I. This
study uses a quantitative approach. The sample of this research is 99 using the
accidental sampling technique. The analysis technique used the Kendall b test and the
Kendall W test. The results showed that reliability, responsiveness, empathy, and the
physical evidence had a positive and significant relationship to satisfaction, while
assurance had a positive but not significant relationship. Simultaneously reliability,
responsiveness, physical assurance, empathy, and evidence have a relationship with
patient satisfaction.

Keywords: Service Quality, satisfaction, Puskesmas
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