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ABSTRAK 

Latar Belakang : Kepuasan pasien merupakan perasaan pasien yang timbul sebagai akibat dari 

kinerja pelayanan kesehatan yang diperolehnya setelah pasien membandingkan dengan apa yang 

diharapkannya. Ketidakpuasan pasien terjadi apabila kinerja petugas belum sesuai dengan harapan 

dan standar kualitas yang diinginkan pasien. Berdasarkan hasil studi pendahuluan, ditinjau dari salah 

satu aspek mutu pelayanan menunjukkan bahwa 40% pasien menyatakan kurang puas. Tujuan 

penelitian ini untuk mengetahui kepuasan pasien BPJS terhadap mutu pelayanan pendaftaran rawat 

jalan di RSUD Singaparna Medika Citrautama  Kabupaten Tasikmalaya 

Metodelogi Penelitian : Jenis penelitian menggunakan kuantitatif dengan desain deskriptif. Total 

sampel 100 responden pasien rawat jalan degan teknik Accidental Sampling. Dengan analisis data 

univariat untuk mencari distribusi frekuensi dan persentase 

Hasil Penelitian : Hasil penelitian ditunjukkan bahwa dari 100 responden yang merasa puas 

terhadap dimensi Tangible berjumlah 56 responden (56%) dan yang merasa tidak puas berjumlah 

44 responden (44%), yang merasa puas terhadap dimensi Reliability berjumlah 69 responden (69%) 

dan yang merasa tidak puas berjumlah 31 responden (31%), yang merasa puas terhadap dimensi 

Responsiveness berjumlah 67 responden (67%) dan yang merasa tidak puas berjumlah 33 responden 

(33%), yang merasa puas terhadap dimensi Assurance berjumlah 55 responden (55%) dan yang 

merasa tidak puas berjumlah 45 responden (45%), yang merasa puas terhadap dimensi Empathy 

berjumlah 75 responden (75%) dan yang merasa tidak puas berjumlah 25 responden (25%). 

Kepuasan berdasarkan 5 dimensi secara umum puas.  

 

Kata Kunci : Kepuasan Pasien, Mutu pelayanan, Pelayanan petugas pendaftaran 

Sumber : 37 (2006-2022) 
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ABSTRACT 

Background: Patient satisfaction is the patient's feelings that arise as a result of the performance 

of the health services he gets after the patient compares with what he expects. Patient dissatisfaction 

occurs when the employee's performance does not meet the expectations and quality standards 

desired by the patient. Based on the results of the preliminary study, in terms of one aspect of service 

quality, it showed that 40% of patients expressed dissatisfaction. The purpose of this study was to 

determine BPJS patient satisfaction with the quality of outpatient registration services at 

Singaparna Medika Citrautama Hospital, Tasikmalaya Regency. 

Research Methodology: This type of research uses quantitative descriptive design. The total sample 

is 100 outpatient respondents using the Accidental Sampling technique. With univariate data 

analysis to find the distribution of frequencies and percentages. 

Research Results: The results showed that out of 100 respondents who were satisfied with the 

Tangible dimension, there were 56 respondents (56%) and those who felt dissatisfied were 44 

respondents (44%), who were satisfied with the Reliability dimension, there were 69 respondents 

(69%) and 31 respondents (31%) were dissatisfied, 67 respondents (67%) were satisfied, 33 

respondents (33%) were dissatisfied, 55 respondents (55%) were satisfied)  and 45 respondents 

(45%) were dissatisfied, 75 respondents (75%) were satisfied with Empathy and 25 respondents 

(25%) were dissatisfied. Satisfaction based on 5 dimensions is generally satisfied. 

 

Keywords: Patient Satisfaction, Quality of service, Services of registration officers 

Source : 37 (2006-2022) 
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