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ABSTRAK 

Latar Belakang: Kualitas pelayanan pendaftaran rawat jalan di puskesmas 

merupakan faktor penting yang memengaruhi kepuasan pasien. Pelayanan yang 

tidak optimal dapat menyebabkan ketidakpuasan dan menurunkan kepercayaan 

masyarakat terhadap fasilitas kesehatan. Penelitian ini bertujuan untuk 

menganalisis kualitas layanan pendaftaran rawat jalan di Puskesmas Kedawung 

menggunakan metode SERVQUAL, yang mencakup lima dimensi: bukti fisik, 

kehandalan, daya tanggap, jaminan, dan empati. Penelitian ini bertujuan untuk 

mengetahui gambaran kualitas layanan pendaftaran rawat jalan di Puskesmas 

Kedawung tahun 2025 berdasarkan lima dimensi SERVQUAL, yaitu bukti fisik 

(tangibles), kehandalan (reliability), daya tanggap (responsiveness), jaminan 

(assurance), dan empati (empathy), sebagai dasar peningkatan mutu pelayanan 

kesehatan.  

Metode: Penelitian ini merupakan penelitian kuantitatif deskriptif dengan desain 

cross-sectional. Pengambilan sampel dilakukan menggunakan teknik accidental 

sampling sebanyak 100 responden yang merupakan pasien rawat jalan Puskesmas 

Kedawung. Data dikumpulkan menggunakan kuesioner yang disusun berdasarkan 

lima dimensi SERVQUAL dan dianalisis secara univariat.  

Hasil: Hasil penelitian menunjukkan bahwa secara umum kualitas layanan 

pendaftaran rawat jalan dinilai baik oleh mayoritas responden (66%). Secara 

spesifik, dimensi bukti fisik dinilai baik oleh 71% responden, kehandalan 60%, 

daya tanggap 74%, jaminan 80%, dan empati 58%.  

Kesimpulan: Meskipun sebagian besar responden menilai kualitas layanan 

pendaftaran rawat jalan di Puskesmas Kedawung baik, masih terdapat aspek yang 

perlu ditingkatkan, terutama pada dimensi empati dan jaminan. Oleh karena itu, 

perlu dilakukan evaluasi berkala serta peningkatan kapasitas pelayanan untuk 

menjaga dan meningkatkan kualitas layanan. 

 

Kata Kunci: Kualitas Layanan, SERVQUAL, Pendaftaran Rawat Jalan, Puskesmas 
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ABSTRACT 

Background: The quality of outpatient registration services at community health 

centers (Puskesmas) is an important factor that influences patient satisfaction. 

Suboptimal service can lead to dissatisfaction and reduce public trust in healthcare 

facilities. This study aims to analyze the quality of outpatient registration services 

at Kedawung Community Health Center using the SERVQUAL method, which 

includes five dimensions: tangibles, reliability, responsiveness, assurance, and 

empathy. The objective is to provide an overview of the outpatient registration 

service quality at Kedawung Community Health Center in 2025 based on these five 

SERVQUAL dimensions, serving as a foundation for improving healthcare service 

quality.  

Methods: This study is a descriptive quantitative research with a cross-sectional 

design. The sample was selected using accidental sampling, involving 100 

respondents who were outpatient visitors at Kedawung Community Health Center. 

Data were collected through a questionnaire based on the five SERVQUAL 

dimensions and analyzed using univariate analysis.  

Results: The findings show that, in general, the quality of outpatient registration 

services was rated as good by the majority of respondents (66%). Specifically, the 

tangibles dimension was rated good by 71% of respondents, reliability by 60%, 

responsiveness by 74%, assurance by 80%, and empathy by 58%.  

Conclusion: Although most respondents rated the outpatient registration service 

quality at Kedawung Community Health Center as good, there are still aspects that 

need improvement, particularly in the dimensions of empathy and assurance. 

Therefore, regular evaluations and capacity-building efforts are necessary to 

maintain and enhance service quality.  
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Center 
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