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GAMBARAN TINGKAT KEPUASAN PASIEN BERDASARKAN SERVICE 

QUALITY TERHADAP PELAYANAN PETUGAS PENDAFTARAN DI 
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50 Hal, V Bab, 10 Tabel, 4 Gambar, 6 Lampiran 

ABSTRAK 

Latar Belakang: Puskesmas sebagai fasilitas kesehatan tingkat pertama memiliki 

peran penting dalam memberikan pelayanan kesehatan yang bermutu kepada 

masyarakat. Salah satu bagian awal yang berpengaruh terhadap kepuasan pasien 

adalah pelayanan di tempat pendaftaran. Kepuasan pasien merupakan indikator 

keberhasilan pelayanan kesehatan yang dipengaruhi oleh kualitas pelayanan 

(service quality) yang meliputi dimensi tangible, reliability, responsiveness, 

assurance, dan empathy. Penelitian ini bertujuan untuk mengetahui gambaran 

tingkat kepuasan pasien berdasarkan dimensi service quality terhadap pelayanan 

petugas pendaftaran di Puskesmas Jagapura Kabupaten Cirebon tahun 2026. 

Metode Penelitian: Penelitian ini merupakan penelitian deskriptif kuantitatif 

dengan desain cross-sectional. Teknik pengambilan sampel menggunakan non-

probability sampling dengan metode accidental sampling. Instrumen penelitian 

berupa kuesioner dengan skala likert 1-4. Variabel penelitian mencakup 

karakteristik responden (nama, jenis kelamin, umur dan pekerjaan) serta lima 

dimensi kualitas layanan yaitu bukti fisik (tangible), reliabilitas (reliability), daya 

tanggap (responsiveness), jaminan (assurance), empati (emphaty). Data dianalisis 

secara univariat untuk memperoleh distribusi frekuensi dan persentase pada setiap 

indikator kepuasan. 

Hasil Penelitian: Sebagian besar responden menyatakan sangat puas terhadap 

pelayanan petugas pendaftaran (76%), puas (23%), dan tidak puas (1%). Dimensi 

dengan tingkat kepuasan tertinggi adalah tangible (73%), sedangkan terendah 

adalah empathy (65%). 

Kesimpulan: Tingkat kepuasan pasien terhadap pelayanan petugas pendaftaran di 

Puskesmas Jagapura berada pada kategori sangat puas, menunjukkan bahwa 

kualitas pelayanan yang diberikan telah memenuhi harapan pasien. 

 

Kata kunci: kepuasan pasien, service quality, pelayanan pendaftaran, puskesmas 



 

 

vii 

 

Ministry of Health Indonesian Republic 

Health Polytechnic of Tasikmalaya 

Study Program of Medical Record and Health Information 

2026 

 

ICA SYAHIDATUN NISA 

 

Overview of Patient Satisfaction Based on Service Quality toward 

Registration Services at Jagapura Public Health Center, Cirebon 
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50 Pages, V Chapters, 10 Tables, 4 Figures, 6 Appendices 

 

ABSTRACT 

 

Background: Public Health Centers (Puskesmas) as primary healthcare facilities 

play an important role in providing quality health services to the community. One 

of the initial service points that influences patient satisfaction is the registration 

service. Patient satisfaction is an indicator of healthcare service success and is 

influenced by service quality, which includes the dimensions of tangible, reliability, 

responsiveness, assurance, and empathy. This study aims to describe the level of 

patient satisfaction based on service quality dimensions toward the services 

provided by registration staff at Jagapura Public Health Center, Cirebon Regency, 

in 2026. 

Research Methods: This study employed a descriptive quantitative method with a 

cross-sectional design. The sampling technique used was non-probability sampling 

with an accidental sampling method. The research instrument was a questionnaire 

using a 1–4 Likert scale. The research variables included respondent characteristics 

(name, gender, age, and occupation) and the five dimensions of service quality 

(tangibles, reliability, responsiveness, assurance, and empathy). Data were analyzed 

using univariate analysis to obtain frequency distributions and percentages for each 

satisfaction indicator. 

Results: Most respondents reported being very satisfied with the registration 

services (76%), while 23% were satisfied and 1% were dissatisfied. The dimension 

with the highest satisfaction level was tangibles (73%), while the lowest was 

empathy (65%). 

Conclusion: The level of patient satisfaction with the registration services at 

Jagapura Public Health Center was categorized as very satisfactory, indicating that 

the quality of services provided had met patient expectations. 

 
Keywords: patient satisfaction, service quality, registration services, public health center 
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