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ABSTRAK

Latar Belakang: Tingkat kepuasan pasien menjadi tolok ukur krusial dalam mengukur kualitas jasa
kesehatan, mengingat aspek ini menggambarkan sejauh mana fasilitas mampu mengakomodasi
ekspektasi serta pengalaman masyarakat. Sebagai FKTP, puskesmas memegang fungsi vital untuk
menghadirkan pelayanan prima yang bermutu dan berorientasi pada kebutuhan masyarakat.
Pelayanan pendaftaran rawat jalan menjadi tahap awal yang memengaruhi persepsi pasien terhadap
pelayanan kesehatan secara keseluruhan. Berdasarkan hasil observasi awal, masih ditemukan
permasalahan seperti sikap petugas yang kurang ramah, ketidaktepatan penyampaian informasi,
serta kesalahan pencatatan data pasien, yang berpotensi menurunkan tingkat kepuasan pasien.
Tujuan Penelitian: Penelitian ini dilaksanakan guna memperoleh gambaran tingkat kepuasan
pasien atas mutu pelayanan pendaftaran rawat jalan di Puskesmas Sukarame, Kabupaten
Tasikmalaya, melalui pendekatan Patient Satisfaction. Metodologi Penelitian: Penelitian ini
menggunakan pendekatan kuantitatif dengan desain deskriptif. dengan sampel sebanyak 96
responden yang dipilih memakai teknik Accidental Sampling berdasarkan kalkulasi rumus Slovin.
Data penelitian dihimpun menggunakan instrumen kuesioner serta diperkuat oleh observasi
lapangan, kemudian dianalisis secara deskriptif. Hasil: Sebagian besar responden menyatakan puas
pada seluruh dimensi, meliputi interpersonal manner (97,9%), technical quality of care (97,9%),
accessibility and convenience (96,9%), financial aspects (99%), dan outcome of care (98%).
Simpulan: Hasil analisis secara umum menunjukkan bahwa persepsi kepuasan pasien tergolong
baik, walakin aspek komunikasi dan kontinuitas pelayanan masih memerlukan pembenahan.

Kata Kunci: Kepuasan, Kualitas, Puskesmas, Patient Satisfaction, Rawat Jalan
Daftar Pustaka: 35 (2012 — 2025)
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ABSTRACT

Background: Evaluating healthcare service quality heavily relies on patient satisfaction as a key
metric, as it demonstrates how effectively services fulfill patient expectations and personal
experiences. As primary healthcare institutions, Puskesmas hold a vital role in delivering high-
quality, community-oriented care. Outpatient registration acts as the gateway to medical services,
substantially shaping how patients perceive the overall health facility. Preliminary findings
highlighted several challenges, such as unwelcoming staff behavior, imprecise information, and
clerical errors in patient records, which could undermine overall satisfaction. Object: This research
intended to evaluate the degree of patient satisfaction regarding outpatient registration quality at
Sukarame Health Center, Tasikmalaya Regency, through the Patient Satisfaction framework.
Method: A descriptive quantitative method was applied in this research. A sample of 96 patients
was established via the Slovin formula and recruited using accidental sampling. Data collection
involved structured questionnaires alongside direct observation, followed by descriptive statistical
analysis. Results: The majority of respondents reported satisfaction across all dimensions, including
interpersonal manner (97.9%), technical quality of care (97.9%), accessibility and convenience
(96.9%), financial aspects (99%), and outcome of care (98%). Conclusion: Overall, the level of
patient satisfaction was categorized as satisfied, although improvements are still needed in
communication and service consistency.consistency.

Keywords:Satisfaction,Quality, Primary Healthcare Center, Patient Satisfaction, Outpatient
Services
References: 35 (2012-2025)
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