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ABSTRAK

Latar Belakang : Pada kepuasan pasien adalah persepsi pasien yang segera
terpenuhi, diperoleh hasil yang murni bagi seluruh pasien dan pelayanan kesehatan
dengan penekanan pada perilaku pasien dan kelompok, perhatian terhadap perilaku
kelompok, pertimbangan perilaku kelompok, pertimbangan kebutuhan pasien.
Kepuasan pasien termasuk suatu alat ukur dalam melakukan penilaian terhadap
mutu layanan kesehatan pada tingkat layanan kesehatan bagi seseorang dan
masyarakat yang mampu meningkatkan iuran kesehatan secara maksimal,
Pendahuluan yang dilaksanakan pada tanggal 21 Januari 2025 di puskesmas
Kersanagara masih terdapat pasien yang merasa kurang puas terhadap pelayanan
yang diberikan di Puskesmas Kersanagara

Metode Penelitian : Jenis penelitian yang diterapkan ialah kuantitatif. Subjek
penelitiannya pasien rawat jalan yang telah menerima pelayanan dari petugas
pendaftaran. Instrumen penelitian dengan lembar kuesioner sebagai alat bantu
untuk mengtahui rasa puas pasien pada layanan pendaftaran di Puskesmas
Kersanagara.

Hasil Penelitian : Hasil Penelitian dari dimensi mutu empati Menunjukan 66%
menyatakan puas, dan 33% menyatakan tidak puas. Dimensi daya tanggap 33%
menyatakan puas dan 66% menyatakan tidak puas, Dimensi mutu Jaminan
menunjukan 49% dan 50% Menyatakan tidak puas, Dimensi mutu kehandalan
menunjukan 66% menyatakan puas dan 33% menyatakan tidak puas, Dimensi mutu
bukti fisik menunjukan 25% menyatakan puas dan 75 % menyatakan tidak puas.
Kesimpulan : Hasil kepuasan pasien menunjukan bahwa semua dimei mutu
pelayanan dalam kategori kurang puas karena belum sesuai dengan standar
pelayanan rawat jalan yaitu >90%, dengan rincian dimensi empati 33%, dimensi
daya tangkap 66%, dimensi jaminan 50%, dimensi kehandalan 33% dan dimensi
mutu bukti fisik 75%

Kata Kunci : Kepuasan pasien, komunikasi efektif, Kualitas Pelayanan

X1V



Ministry of health of the republic of indonesia

Ministry of health polytechnic of tasikmalaya

Medical records and health information department

Diploma I1I study program in medical records and health information
Tasikmalaya 2025

YULIA FATIMAH

AN OVERVIEW OF THE LEVEL OF PATIENT SERVICE SATISFAFACTION WITH
REGISTRATION OFFICERS AT THE KERSANAGARA HEALTH CENTER TASIKMALAYA
CITY IN 2025

55 Pages, V CHAPTER, 2 Pictures, 11 Table, 15 Attachment
ABSTRACT

Background: Patient satisfaction is the patient's perception that is immediately
fulfilled, pure results are obtained for all patients and health services with an
emphasis on patient and group behavior, attention to group behavior, consideration
of group behavior, consideration of patient needs. Patient satisfaction is included
as a measuring tool in assessing the quality of health services, at the level of health
services for individuals and communities that are able to increase health fees to the
maximum. Introduction which was carried out on January 21 2024 at the
Kersanagara Community Health Center there were still patients who felt
dissatisfied with the service. which was given at the Kersanagara Community
Health Center

Research Method : The type of research applied is quantitative. The research
subjects were outpatients who had received services from registration officers.
Research instrument with a questionnaire sheet as a tool to determine patient
satisfaction with registration services at the Kersanagara health center

Research Results: from the empathy quality dimension Show 66% stated satisfied,
and 33% stated dissatisfied. Responsiveness dimension 33% stated satisfied and
66% stated dissatisfied, Assurance quality dimension showed 49% and 50% stated
dissatisfied, Reliability quality dimension showed 66% stated satisfied and 33%
stated dissatisfied, Physical evidence quality dimension showed 25% stated
satisfied and 75% stated dissatisfied.

Conclusion: The results of patient satisfaction show that all dimensions of service
quality are in the less than satisfactory category because they are not in accordance
with outpatient service standards, namely >90%, with details of the empathy
dimension 33%, the comprehension dimension 66%, the assurance dimension 50%,
the reliability dimension 33% and the physical evidence quality dimension 75%

Keywords : patient satisfaction, effective communication, Quality of service
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