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ABSTRAK 

Latar Belakang: Pelayanan pendaftaran rawat jalan merupakan tahapan awal yang sangat 

menentukan pengalaman pasien, namun di Puskesmas Baregbeg masih ditemukan kendala seperti 

penumpukan pasien, waktu tunggu lama, pemanggilan nomor yang tidak sesuai urutan, waktu 

layanan yang tidak konsisten sehingga berpotensi menurunkan kepuasan pasien. Tujuan Penelitian: 

mengetahui gambaran tingkat kepuasan pasien terhadap pelayanan petugas pendaftaran rawat jalan 

berdasarkan lima dimensi SERVQUAL. Metodologi Penelitian: penelitian menggunakan metode 

kuantitatif dengan pendekatan deskriptif, memakai kuesioner berskala Likert yang telah diuji 

validitas dan reliabilitasnya. Sampel sebanyak 100 responden ditentukan dengan accidental 

sampling. Data dianalisis secara deskriptif menggunakan distribusi frekuensi untuk menggambarkan 

tingkat kepuasan pasien. Hasil Penelitian: Mayoritas responden berusia 17–26 tahun (31%), 

berjenis kelamin perempuan (73%), bekerja sebagai ibu rumah tangga (43%), berdomisili di 

Baregbeg (37%), dan menggunakan BPJS (62%). Tingkat kepuasan pasien sangat baik pada dimensi 

reliability (99%), responsiveness (95%), assurance (99%), dan empathy (99%), sedangkan pada 

dimensi tangible sebanyak 87% responden menyatakan puas dan 13% tidak puas terutama terkait 

keterbatasan ruang tunggu dan tempat duduk. Kesimpulan: Tingkat kepuasan pasien terhadap 

pelayanan pendaftaran rawat jalan di Puskesmas Baregbeg tergolong sangat baik, namun 

peningkatan fasilitas pada dimensi tangible masih perlu dilakukan untuk meningkatkan kenyamanan 

pasien. 

Kata Kunci: Kepuasan Pasien, Pendaftaran, Puskesmas, SERVQUAL, Pelayanan Rawat Jalan. 
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ABSTRACT 

Background: Outpatient registration services are the initial stage that significantly shapes the 

patient experience; however, at the Baregbeg Community Health Center, challenges such as patient 

backlogs, long wait times, patients being called out of turn, and inconsistent service times are still 

encountered, which have the potential to reduce patient satisfaction. Research Objective: to 

describe the level of patient satisfaction with outpatient registration services based on the five 

SERVQUAL dimensions. Research Method: this study used a quantitative method with a 

descriptive approach, employing a Likert-scale questionnaire that had been previously tested for 

validity and reliability. A total of 100 respondents were selected using accidental sampling. Data 

were analyzed descriptively using frequency distribution to present patient satisfaction levels. 

Research Results: The majority of respondents were aged 17–26 years (31%), female (73%), 

worked as housewives (43%), resided in Baregbeg (37%), and used BPJS (62%). Patient satisfaction 

levels were very good in terms of reliability (99%), responsiveness (95%), assurance (99%), and 

empathy (99%), while in terms of tangibles, 87% of respondents were satisfied and 13% were 

dissatisfied, mainly due to limited waiting room space and seating. Conclusion: Patient satisfaction 

with outpatient registration services at the Baregbeg Community Health Center is very good, but 

improvements in facilities in the tangible dimension are still needed to enhance patient comfort. 

Keywords: Patient Satisfaction, Registration, Public Health Center, SERVQUAL, Outpatient 

Services. 
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Motto 

“Hidup adalah tentang terus belajar, karena hidup tidak pernah berhenti 

mengajarkan.” 

(R.A Kartini) 

“Keberhasilan bukanlah milik orang yang pintar, tetapi milik mereka yang 

senantiasa berusaha.” 

(B.J. Habibie) 

“Tidak penting seberapa lambat kamu berjalan, selama kamu tidak berhenti.” 

(Konfusius (Confucius)) 

“Dream, believe, and make it happen.” 

(Agnes Monica) 
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