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ABSTRAK 

Latar Belakang : Pemberian layanan kesehatan oleh fasilitas pelayanan 

kesehatan harus memprioritaskan  layanan yang terbaik dan optimal untuk 

meningkatkan kepuasan konsumen, sehingga menumbuhkan loyalitas. 

Wawancara pendahuluan kepada pasien lama dengan metode bayar umum (karcis) 

merasa puas dengan pelayanan di Puskesmas Kedawung dikarenakan 

pelayanannya lengkap, nyaman dan biayanya terbilang murah. Namun, jika aspek 

kenyamanan, kecepatan, dan pendekatan personal tidak ditingkatkan, ada potensi 

pasien beralih ke klinik atau praktik dokter mandiri yang dirasa lebih responsif 

secara individual. 

Metode Penelitian: Jenis penelitian kuantitatif analitik dengan pendekatan cross- 

sectional. Penelitian ini memiliki populasi pasien umum dengan jumlah sampel 90 

orang. Teknik pengambilan sampel purposive sampling dan uji statistik chi-

square. Analisis penelitian ini adalah analisis univariat dan bivariat. 

Hasil Penelitian: Pada kepuasan layanan menunjukan sebanyak 48 reponden 

(53,3%) menilai puas. Loyalitas pasien sebanyak 45 reponden (50%) menilai 

loyal. Hasil uji chi-square antara kepuasan layanan dan loyalitas pasien 

menunjukkan adanya hubungan signifikan dengan p-value = 0,000 (lebih kecil 

dari α = 0,05), maka H0=ditolak. Hal ini menunjukan bahwa terdapat hubungan 

antara kepuasan layanan dengan loyalitas pasien di Puskesmas Kedawung 

Kabupaten Cirebon Tahun 2025. 

Kesimpulan: Terdapat hubungan antara kepuasan layanan dengan loyalitas 

pasien di Puskesmas Kedawung Kabupaten Cirebon Tahun 2025. 
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Saran:  Peneliti menyarankan untuk terus meningkatkan kualitas pelayanan 

terutama pada aspek yang masih dirasa kurang oleh pasien. pada faktor fasilitas 

dan lingkungan  diharapkan untuk meningkatkan kebersihan dan kenyaman 

Puskesmas. Pada faktor prosedur layanan perlu diperhatikan untuk mempermudah 

janji temu (pendaftaran). Pada faktor staf administrasi diperhatikan untuk 

meningkatkan kecepatan dan ketanggapan dalam menjawab pertanyaan dan 

permintaan pasien. Peningkatan ini penting untuk mempertahankan dan 

meningkatkan loyalitas pasien yang saat ini masih terbagi sama antara loyal dan 

tidak loyal 

Kata Kunci: Kepuasan, Kualitas pelayanan, Loyalitas 

Daftar Pustaka: 49  
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ABSTRACT 

Background: The provision of health services by health care facilities must 

prioritize the best and optimal services to increase customer satisfaction, thus 

fostering loyalty. Preliminary interviews with old patients with the general 

payment method (karcis) were satisfied with the services at the Kedawung Health 

Center because the services were complete, comfortable and the costs were fairly 

cheap. However, if the aspects of comfort, speed, and personal approach are not 

improved, there is a potential for patients to switch to clinics or independent 

doctor practices that are felt to be more individually responsive.. 

Research Methods: Analytic quantitative research with a cross-sectional 

approach. This study has a general patient population with a sample size of 90 

people. The sampling technique was purposive sampling and chi-square statistical 

test. This research analysis is univariate and bivariate analysis. 

Research Results: In service satisfaction, 48 respondents (53.3%) rated 

themselves as satisfied. Patient loyalty as many as 45 respondents (50%) rated 

loyal. The results of the chi-square test between service satisfaction and patient 

loyalty show a significant relationship with a p-value = 0.000 (less than α = 0.05), 

then H0 = rejected. This shows that there is a relationship between service 

satisfaction and patient loyalty at the Kedawung Health Center, Cirebon Regency 

in 2025. 

Conclusion: There is a relationship between service satisfaction and patient 

loyalty at the Kedawung Health Center, Cirebon Regency in 2025. 
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Suggestion:  Researchers suggest continuing to improve service quality, 

especially in aspects that are still felt to be lacking by patients. in the facilities and 

environmental factors are expected to improve the cleanliness and comfort of the 

Puskesmas. On the service procedure factor needs to be considered to facilitate 

appointments (registration). In the administrative staff factor, it is noted to 

increase the speed and responsiveness in answering patient questions and requests. 

This improvement is important to maintain and increase patient loyalty which is 

currently still divided equally between loyal and disloyal. 

 

Keywords: Satisfaction, Service Quality, Loyalty.  
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