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ABSTRAK

Latar Belakang : Puskesmas merupakan fasilitas pelayanan kesehatan tingkat pertama yang
mengutamakan pelayanan promotif dan preventif, dimana kebanyakan puskesmas hanya
menyelenggarakan pelayanan rawat jalan. Namun saat ini puskesmas juga menjadi tempat pelayanan
kuratif dan rehabilitatif untuk beberapa kasus seperti pasien tuberculosis dan hypertension yang
pelayanan kesehatannya dikembalikan ke puskesmas sesuai fasilitas kesehatan pasien. Pelayanan
rawat jalan menjadi salah satu pelayanan yang berpengaruh terhadap kepuasan pasien. Tujuan dari
penelitian ini adalah untuk mengetahui efisiensi dan kinerja pelayanan rawat jalan berdasarkan
indeks kepuasan pasien di Puskesmas Wilayah Selatan Kabupaten Majalengka.

Metodologi Penelitian : Jenis penelitian kuantitatif dengan pendekatan deskriptif. Populasi dalam
penelitian ini adalah pasien BPJS di delapan Puskesmas Wilayah Selatan Kabupaten Majalengka
dan sampel diambil dengan menggunakan rumus slovin. Metode pengumpulan data menggunakan
lembar kuesioner. Analisis data yang menggunakan analisis univariat (deskriptif). Pengolahan data
dengan cara editing, coding, entry dan cleaning.

Hasil Penelitian : Secara umum, pelaksanaan pelayanan rawat jalan di Puskesmas Wilayah Selatan
Kabupaten Majalengka sudah berjalan efektif dan efisien. Selain itu, mayoritas pasien puas dengan
pelayanan yang diterima sehingga kualitas mutu pelayanan juga menjadi baik.

Kesimpulan : Pelaksanaan pelayanan rawat jalan yang sudah efektif dan efisien diharapkan dapat
terus dipertahankan sehingga kepuasan pasien tetap terjaga. Sementara itu terkait kepuasan,
persentase kepuasan tertinggi terdapat pada aspek reliability, assurance dan empathy. Meskipun
demikian, masih terdapat beberapa pasien yang merasa tidak puas sehingga perlu perbaikan pada
aspek-aspek yang masih terdapat kekurangan. Sehingga untuk memperbaiki kekurangan tersebut
salah satu hal yang penting adalah meningkatkan sikap cepat tanggap dan keramahan petugas.

Kata Kunci : Efektivitas, Efisiensi, Kepuasan, Rawat Jalan
Daftar Pustaka : 22 (2014-2024)
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EFFECTIVENESS AND EFFICIENCY OF OUTPATIENT SERVICE
PERFORMANCE BASED ON BPJS PATIENT SATISFACTION INDEX IN
SOUTH AREA COMMUNITY HEALTH CENTER, MAJALENGKA
REGENCY

ABSTRACT

Background : Background: Community health centers are first-level health service facilities that
prioritize promotive and preventive services, where most community health centers only provide
outpatient services. However, currently community health centers are also places for curative and
rehabilitative services for several cases such as tuberculosis and hypertension patients whose health
services are returned to the community health center according to the patient's health facilities.
Outpatient services are one of the services that affect patient satisfaction. The purpose of this study
was to determine the efficiency and performance of outpatient services based on the patient
satisfaction index at the Community Health Center of the Southern Region of Majalengka Regency.
Research Methodology: Quantitative research type with descriptive approach. The population in
this study were BPJS patients in eight Puskesmas in the Southern Region of Majalengka Regency
and samples were taken using the Slovin formula. Data collection method using a questionnaire
sheet. Data analysis using univariate analysis (descriptive). Data processing by editing, coding,
entry and cleaning.

Research Results: In general, the implementation of outpatient services at the South Health Center
of Majalengka Regency has been running effectively and efficiently. This has caused the majority of
patients to be satisfied with the services received so that the quality of service is also good.
Conclusion: The implementation of effective and efficient outpatient services is expected to be
maintained so that patient satisfaction is maintained. Meanwhile, related to satisfaction, the highest
percentage of satisfaction is in the aspects of reliability, assurance and empathy. However, there
are still some patients who feel dissatisfied so that improvements are needed in aspects that still
have shortcomings. So to improve these shortcomings, one important thing is to improve the
responsiveness and friendliness of the officers.

Keywords: Effectiveness, Efficiency, Satisfaction, Outpatient
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