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161 Halaman, V Bab, 2 Gambar, 5 Tabel, 91 Lampiran 

ABSTRAK 

 

Latar Belakang: Kepuasan pasien termasuk suatu alat ukur untuk menjalankan penilaian pada 

mutu pelayanan kesehatan. Mutu pelayanan Kesehatan disebut sebagai tingkat layanan kesehatan 

bagi seseorang dan masyarakat yang mampu menjadi peningkat iuran kesehatan secara maksimal, 

dinilai melalui kinerja pelayanan yang sudah diberi pada pasien. Berdasar hasil studi pendahuluan 

yang dijalankan pasa tanggal 13 Januari 2023 di Puskesmas Bantarkalong masih ada pasien yang 

merasakan kurang puas pada layanan di Puskesmas Bantarkalong. 

Tujuan: Untuk mengetahui kepuasan pasien terhadap kualitas mutu pelayanan rekam medis di 

Puskesmas Bantarkalong. 

Metode Penelitian: Jenis penelitian yang diterapkan ialah kuantitatif. Subjek penelitianya pasien 

rawat jalan yang telah menerima pelayanan dari petugas pendaftaran. Instrument penelitian ini 

dengan lembar kuesioner sebagai alat bantu untuk mengetahui rasa puas pasien pada layanan 

rekam medis di Puskesmas Bantarkalong. 

Hasil Penleitian: Dimensi tampilan fisik skor tertinggi 30,3% puas dan skor terendah 6,3% sangat 

tidak puas. Dimensi kehandalan skor tertinggi 30,8% sangat puas dan skor terendah 5,8% sangat 

tidak puas. Dimensi ketanggapan skor tertinggi 31,3% sangat puas dan skor terendah 5,9% sangat 

tidak puas. Dimensi jaminan skor tertinggi 33,3% puas dan skor terendah 5,0% sangat tidak puas. 

Dimensi kepedulian skor tertinggi 30,6% sangat puas dan skor terendah 6,6% sangat tidak puas. 

Kesimpulan: Disetiap dimensi mutu pelayanan belum seluruhnya merasa puas. Sebaiknya 

menegakkan peraturan terkait keramahan petugas dalam pelayanan dan sebaiknya menjalankan 

pelatihan pada petugas supaya petugas kian paham bidangnya. 

 

Kata Kunci: Kepuasan Pasien, Mutu Pelayanan, Dimensi Mutu Pelayanan 
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ABSTRACT 
 

Background: Patient satisfaction is a measuring tool in evaluating the quality of health services. 

The quality of health services is referred to as the level of health services for a person and society 

that is able to maximize health contributions, assessed from the performance of services that have 

been provided to patients. Based on the results of a preliminary study conducted on January 13 

2023 at the Bantarkalong Puskesmas, there were still patients who were dissatisfied with the 

services at the Bantarkalong Puskesmas. 

Objective: To determine patient satisfaction with the health information management officers 

Bantarkalong Puskesmas. 

Methods: The type of research used is quantitative. Subjects were outpatients who had received 

services from registration officers. The instrument of this study was a questionnaire as a tool to 

help determine patient satisfaction with the quality of health information management officers at 

the Bantarkalong Puskesmas. 

Result: Dimensions of physical appearance with the highest score of 30.3% satisfied and the 

lowest score of 6.3% very dissatisfied. The dimension of reliability, the highest score of 30.8% is 

very satisfied and the lowest score is 5.8% very dissatisfied. Responsiveness dimension, the highest 

score of 31.3% is very satisfied and the lowest score is 5.9% very dissatisfied. The highest score 

guarantee dimension is 33.3% satisfied and the lowest score is 5.0% very dissatisfied. The 

dimension of concern with the highest score of 30.6% is very satisfied and the lowest score is 6.6% 

very dissatisfied. 

Conclusion: In every dimension of service quality, not all of them are satisfied. It is better to 

enforce regulations regarding the friendliness of officers in service and it is better to carry out 

training for officers so that officers understand their fields better. 
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