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ABSTRAK 

Latar Belakang: Puskesmas harus melakukan pengukuran dan evaluasi mutu 

pelayanan kesehatan sesuai dengan indikator mutu yang ditetapkan. Salah satu 

indikator mutu pelayanan kesehatan di Puskesmas adalah kepuasan pasien. 

Kepuasan pasien adalah tingkat keadaan yang dirasakan seseorang yang dimana 

hasil tersebut didapat dari membandingkan pelayanan yang dirasakan dengan 

harapan seseorang. Berdasarkan jurnal penelitian sebelumnya dan studi 

pendahuluan yang telah dilakukan di Puskesmas Plumbon Kabupaten Cirebon 

masih terdapat sejumlah pasien yang merasa kurang puas dengan pelayanan yang 

diberikan oleh petugas pendaftaran. Tujuan dilakukannya penelitian ini adalah 

untuk mengetahui hubungan antara mutu pelayanan terhadap kepuasan pasien di 

tempat pendaftaran pasien rawat jalan Puskesmas Plumbon Kabupaten Cirebon. 

Metode Penelitian: Penelitian ini menggunakan metode penelitian kuantitatif 

analitik dengan pendekatan cross sectional. Populasi dalam penelitian ini adalah 

pasien yang telah mendapatkan pelayanan pendaftaran rawat jalan. Sampel dari 

penelitian ini berjumlah 100 responden dengan pengambilan sampel menggunakan 

teknik purposive sampling. Analisis dalam penelitian ini adalah analisis univariat 

dan bivariat. 

Hasil Penelitian: Hasil uji univariat menunjukkan bahwa mutu pelayanan 

pendaftaran rawat jalan di Puskesmas Plumbon Kabupaten Cirebon dalam kategori 

baik sebanyak 60% dan kepuasan pasien di Puskesmas Plumbon kabupaten Cirebon 

dalam kategori puas sebanyak 50%. Hasil uji chi-square antara mutu pelayanan 

pendaftaran terhadap kepuasan pasien dengan nilai p-value 0,002 ≤ 0,05. 

Kesimpulan: Terdapat hubungan antara mutu pelayanan terhadap kepuasan pasien 

di tempat pendaftaran rawat jalan. 

 

Kata Kunci: Mutu Pelayanan, Kepuasan Pasien, Tempat Pendaftaran Pasien 

Rawat Jalan, Puskesmas. 

Daftar Pustaka: 36 (2004-2023) 



 
 

vii 
 
 

Ministry of Health of the Republic of Indonesia  

Tasikmalaya Health Polytechnic  

Department of Medical Records and Health Information  

Diploma III Study Program Medical Records and Health Information 

Cirebon 

2023  

 

RESTI MELVIANA AGUSTIN  

 

 

THE RELATIONSHIP OF SERVICE QUALITY TO PATIENT 

SATISFACTION AT THE OUTPATIENT REGISTRATION PLACE OF 

THE PLUMBON HEALTH CENTER CIREBON REGENCY IN 2024  

65 Pages, V Chapters, 15 Tables, 3 Pictures, 4 Charts, 10 Attachment 

 

 

ABSTRACT 

 

 

Background: Puskesmas must measure and evaluate the quality of health services 

in accordance with established quality indicators. One indicator of the quality of 

health services in Puskesmas is patient satisfaction. Patient satisfaction is the level 

of state felt by a person where the results are obtained from comparing the perceived 

service with one's expectations. Based on previous research journals and 

preliminary studies that have been conducted at the Plumbon Health Center, 

Cirebon Regency, there are still a number of patients who are not satisfied with the 

services provided by registration officers. The purpose of this study was to 

determine the relationship between service quality and patient satisfaction at the 

outpatient registration point of the Plumbon Health Center, Cirebon Regency. 

Methods: This study uses analytical quantitative research methods with a cross 

sectional approach. The population in this study is patients who have received 

outpatient registration services. The sample of this study amounted to 100 

respondents by sampling using purposive sampling techniques. The analysis in this 

study was univariate and bivariate analysis. 

Results: Univariate test results show that the quality of outpatient registration 

services at the Plumbon Health Center in Cirebon Regency is in the good category 

as much as 60% and patient satisfaction at the Plumbon Health Center in Cirebon 

Regency is in the satisfied category as much as 50%. Chi-square test results between 

the quality of registration services and patient satisfaction with p-values of 0.002 ≤ 

0.05.  

Conclusion: There is a relationship between quality of service and patient 

satisfaction at the outpatient registration site. 

 

Keywords: Service Quality, Patient Satisfaction, Outpatient Registration Place, 

Public Health Center.  
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