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ABSTRAK
Pelayanan kesehatan yang berkualitas merupakan prioritas penting dalam meningkatkan derajat
kesehatan masyarakat. Puskesmas Leuwisari Kabupaten Tasikmalaya sebagai fasilitas pelayanan
kesehatan tingkat pertama telah memperoleh akreditasi paripurna. Namun, masih ditemukan kendala
seperti waktu tunggu yang lama, keterbatasan fasilitas fisik, dan kurang meratanya pelatihan pelayanan
prima bagi petugas. Penelitian ini bertujuan untuk mendeskripsikan persepsi pasien terhadap pelayanan
prima di Puskesmas Leuwisari berdasarkan teori Barata yang meliputi enam dimensi: attitudes (sikap),
ability (kemampuan), appearance (penampilan), attention (perhatian), action (tindakan), dan
accountability (akuntabilitas).
Penelitian ini menggunakan metode kuantitatif dengan pendekatan deskriptif. Pengumpulan data
dilakukan melalui kuesioner kepada 100 responden pasien Puskesmas Leuwisari. Hasil penelitian
menunjukkan bahwa persepsi pasien terhadap pelayanan prima secara umum dikategorikan baik, dengan
92% responden memberikan penilaian baik dan 8% menilai tidak baik. Pada dimensi attitudes, 50%
responden menyatakan sangat setuju dan 50% setuju. Dimensi attention menunjukkan 40% sangat setuju
dan 60% setuju. Pada dimensi action, 53% sangat setuju dan 47% setuju. Pada ability, 51% sangat setuju
dan 49% setuju. Pada appearance, 56% sangat setuju, 40% setuju, dan 4% tidak setuju. Sedangkan pada
accountability, 64% sangat setuju dan 36% setuju.
Berdasarkan hasil tersebut, direkomendasikan agar Puskesmas mempertahankan kualitas pelayanan,
meningkatkan kecepatan respons petugas, serta mengadakan pelatihan berkala untuk memperkuat
keterampilan teknis dan komunikasi petugas. Penelitian ini juga membuka peluang untuk studi lanjutan
dengan memperluas wilayah penelitian dan menambahkan variabel seperti kepuasan pasien dan
efektivitas sistem informasi kesehatan.

Kata Kunci : pelayanan prima, persepsi pasien, Puskesmas Leuwisari
Daftar Pustaka: 17
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ABSTRACT

Quality healthcare services are a key priority in improving public health status. Leuwisari Public Health
Center (Puskesmas Leuwisari) in Tasikmalaya Regency, as a primary healthcare facility, has achieved
"paripurna” (excellent) accreditation. However, challenges such as long waiting times, limited physical
facilities, and uneven distribution of excellent service training among staff remain. This study aims to
describe patients’ perceptions of excellent service at Puskesmas Leuwisari based on Barata’s theory,
which covers six dimensions: attitudes, ability, appearance, attention, action, and accountability.

A quantitative method with a descriptive research design was used. Data were collected using
questionnaires distributed to 100 patient respondents at Puskesmas Leuwisari. The study results showed
that patients’ perceptions of excellent service were generally categorized as good, with 92% of
respondents rating the service as good and 8% rating it as not good. In the attitudes dimension, 50% of
respondents strongly agreed, and 50% agreed. For attention, 40% strongly agreed and 60% agreed. In
action, 53% strongly agreed and 47% agreed. In ability, 51% strongly agreed and 49% agreed. In
appearance, 56% strongly agreed, 40% agreed, and 4% disagreed. In accountability, 64% strongly
agreed and 36% agreed.

Based on these findings, it is recommended that the health center maintain the quality of service, improve
the responsiveness of medical record officers, and organize regular training programs to enhance
technical skills and communication competencies. This study also suggests further research by
expanding the research area and incorporating additional variables such as patient satisfaction and the
effectiveness of health information systems.

Keywords: excellent service, patient perception, Leuwisari Health Center
Bibliography: 17
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