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ABSTRAK 

 

Nama  :Raras Citra Anggraeni 

Program Studi :Administrasi Publik 

Judul :Pengaruh Kualitas Pelayanan Terhadap Kepuasan Pengunjung 

Lanjut Usia (Lansia) di Puskesmas Bojong Rawalumbu Kota 

Bekasi Selama Pandemi Covid-19 Tahun 2022 

Pembimbing  : Prof. Dr. Lijan Poltak Sinambela, M.M., M.Pd. 

 

Pelayanan merupakan hal yang tidak dapat dipisahkan dari kehidupan sehari-hari. 

Pelayanan  yang diberikan oleh negara kepada masyarakat disebut dengan 

pelayanan publik. Salah satu jenis pelayanan publik yang wajib disediakan oleh 

negara adalah pelayanan kesehatan. Pelayanan kesehatan dengan dasar bahwa 

kesehatan adalah hak bagi setiap warga negara. Kualitas pelayanan yang diberikan 

harus diperhatikan karena nantinya berpengaruh terhadap kepuasan masyarakat. 

Pada saat pandemi Covid-19 marak di Indonesia, Provinsi Jawa Barat menempati 

urutan kedua dalam tingginya penyebaran. Kota Bekasi sendiri menjadi 

penyumbang kasus tertinggi di Provinsi Jawa Barat. Salah satu kecamatan di Kota 

Bekasi, yaitu Kelurahan Bojong Rawalumbu adalah daerah yang cukup padat 

penduduk dan tingkat penyebaran Covid-19 terbilang tinggi. Puskesmas Bojong 

Rawalumbu sebagai unit kesehatan pertama dituntut untuk mampu memberikan 

pelayanan kesehatan sebaik mungkin dengan adanya tambahan jenis pelayanan 

terkait dengan Covid-19. Kelompok pengunjung lanjut usia yang rentan akan 

paparan Covid-19 pun tetap datang berkunjung untuk mendapatkan penanganan 

untuk kesehatannya. Dengan penelitian menggunakan metode kuantitatif untuk 

melihat seberapa besar pengaruh kualitas pelayanan terhadap kepuasan 

masyarakat, ditemukan bahwa kualitas yang dimiliki Puskesmas Bojong 

Rawalumbu dirasa sudah sangat baik berdasarkan dari hasil penelitian. Dimensi 

Talngible (Berwujud) dengan nilai 51,6%, Dimensi Relialbility (Kehalndallaln) 

dengan nilai 53,6%, Dimensi Responsiviness (Ketalnggalpaln) dengan nilai 64%, 

ALssuralnce (Jalminaln) dengan nilai 60%, daln Empalthy (Empalti) dengan nilai 

56%. Puskesmas Bojong Rawalumbu diharapkan mampu untuk menjaga kualitas 

yang sudah ada selama ini dan dapat meningkatkannya agar kepuasan masyarakat 

untuk kelompok lanjut usia lebih tinggi dari tingkat kepuasaan saat ini. 

  

 

 

Kata kunci:Kualitas Pelayanan Publik, Lanjut Usia, Kepuasan Masyarakat  
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ABSTRACT 

 

Name  :Raras Citra Anggraeni 

Study Program:Public Administration 

Title :The Impact of Service Quality on the Satisfaction of Elderly 

Visitors at the Bojong Rawalumbu Health Center in Bekasi City 

During the COVID-19 Pandemic in 2022 

Counsellor :Prof. Dr. Lijan Poltak Sinambela, M.M., M.Pd. 

 

Service is something that cannot be separated from everyday life. Services 

provided by the state to the community are called public services. One type of 

public service that must be provided by the state is health services. Health services 

on the basis that health is a right for every citizen. The quality of services 

provided must be considered because it will affect public satisfaction. When the 

Covid-19 pandemic broke out in Indonesia, West Java Province ranked second in 

the high spread. Bekasi City itself is the highest contributor of cases in West Java 

Province. One of the sub-districts in Bekasi City, namely Bojong Rawalumbu 

Village, is a fairly densely populated area and the Covid-19 spread rate is high. 

The Bojong Rawalumbu Community Health Center as the first health unit is 

required to be able to provide the best possible health services with additional 

types of services related to Covid-19. Elderly visitors who are vulnerable to 

Covid-19 exposure still come to visit to get treatment for their health. With 

research using quantitative methods to see how much influence service quality has 

on community satisfaction, it was found that the quality of the Bojong 

Rawalumbu Health Center was considered very good based on the results of the 

study. Talngible dimension with a value of 51.6%, Relialbility dimension with a 

value of 53.6%, Responsiviness dimension with a value of 64%, ALssuralnce with 

a value of 60%, and Empalthy with a value of 56%. The Bojong Rawalumbu 

Health Center is expected to be able to maintain the existing quality so far and can 

improve it so that community satisfaction for the elderly group is higher than the 

current level of satisfaction. 

 

Keywords: Public Service Quality, Elderly, Community Satisfaction.  



x 
Universitas Nasional 

DAFTAR ISI 

 

LEMBAR PERSETUJUAN SKRIPSI ................... Error! Bookmark not defined. 

LEMBAR PENGESAHAN SKRIPSI ................................................................. ii 

HALAMAN PENGESAHAN SKRIPSI ................. Error! Bookmark not defined. 

PERNYATAAN ORISINALITAS ........................... Error! Bookmark not defined. 

KATA PENGANTAR ............................................................................................ v 

ABSTRAK .......................................................................................................... viii 

ABSTRACT ........................................................................................................ ixx 

DAFTAR ISI .......................................................................................................... x 

DAFTAR GAMBAR .......................................................................................... xiii 

DAFTAR TABEL ............................................................................................. xivv 

DAFTAR LAMPIRAN ............................................ Error! Bookmark not defined. 

 

BAB I PENDAHULUAN ...................................................................................... 1 

1.1. Latar Belakang ............................................................................................ 1 

1.2. Rumlusan MLasalah ....................................................................................... 8 

1.3. Tujuan Penelitian ......................................................................................... 8 

1.4. MLanfaat Penelitian....................................................................................... 9 

1.4.1. MLanfaat Teoritis .......................................................................................... 9 

1.4.2. Manfaat Praktis ........................................................................................... 9 

1.4. Sistemlatika Penulisan .................................................................................. 9 

 

BAB II KAJIAN PUSTAKA .............................................................................. 12 

2.1. Penelitian Terdahulu .................................................................................. 12 

2.2. Tinjauan Pustaka ....................................................................................... 15 

2.2.1. Kepuasan MLasyarakat ............................................................................... 15 

2.2.2. Pelayanan Publik ....................................................................................... 18 

2.2.3. Kualitas Pelayanan .................................................................................... 22 

2.2.4. Puskesmlas ................................................................................................. 25 

2.2.5.Lansia ........................................................................................................... 28 

2.3. Kerangka Pemlikiran .................................................................................. 30 



xi 
 

 
Universitas Nasional 

2.4. Hipotesis .................................................................................................... 31 

 

BAB III MLETODOLOGI PENELITIAN ......................................................... 33 

3.1. Pendekatan Penelitian ............................................................................... 33 

3.2. Definisi ...................................................................................................... 33 

3.3. Pengumpulan Data (Populasi dan Sampel) ............................................... 37 

3.4. Teknik Pengumpulan Data ........................................................................ 40 

3.5. Instrumen Penelitian .................................................................................. 40 

3.5.1. Uji Validitas .............................................................................................. 41 

2.5.2. Uji Realibilitas ........................................................................................... 42 

3.6. Uji Persyaratan Penelitian ......................................................................... 42 

3.6.1. Uji Normalitas Data .................................................................................. 42 

3.6.2. Uji Linearitas ............................................................................................. 42 

3.7. Teknik Analisis Data ................................................................................. 43 

3.7.1. Analisis Koefisien Korelasi ....................................................................... 43 

3.7.2. Analisis Koefisien Determinasi ................................................................. 44 

3.7.3. Analisis Regresi Linear Sederhana............................................................ 44 

3.7.4. Pengujian Hipotesis ................................................................................... 45 

3.8. Lokasi dan Jadwal Penelitian .................................................................... 46 

 

BAB IV HASIL DAN PEMLBAHASAN ............................................................. 47 

4.1. Uji Instrumlen ............................................................................................. 47 

4.1.1. Uji Validitas .............................................................................................. 47 

4.1.2. Uji Reliabilitas ........................................................................................... 49 

4.2. Pengujian Kualitals Data ........................................................................... 50 

4.2.1. Deskripsi Data ........................................................................................... 50 

4.2.2. Uji Validitas .............................................................................................. 55 

4.2.3. Uji Reliabilitas ........................................................................................... 57 

4.3. Uji Asumsi Klasik ..................................................................................... 58 

4.3.1. Uji Normalitas Residual ............................................................................ 58 

4.3.2. Uji Linearitas ............................................................................................. 60 

4.3.3. Uji Heteroskedastisitas .............................................................................. 61 



xii 
 

 
Universitas Nasional 

4.4. Uji Korelasi Pearson .................................................................................. 62 

4.5. Analisis Regresi Linear Sederhana............................................................ 63 

4.6. Uji Hipotesis Signifikansi Parameter ........................................................ 64 

4.7. Koefisien Determinasi ............................................................................... 66 

4.8. Pembahasan ............................................................................................... 66 

 

BAB V PENUTUP ............................................................................................... 70 

5.1. Kesimlpulan ................................................................................................ 70 

5.2. Saran .......................................................................................................... 71 

 

DAFTAR PUSTAKA........................................................................................... 73 

LAMPIRAN ......................................................................................................... 76 

 

  



 
 

xiii 
Universitas Nasional 

DAFTAR GAMBAR 

 

Gambar 2.1  Kerangka Berpikir ......................................................................... 31 

Gambar 4.1  Hasil Uji Normlalitas ...................................................................... 59 

Gambar 4.2  Uji Normalitas Residual Data dengan P-P Plot ............................. 60 

Gambar 4.3  Hasil Uji Linearitas........................................................................ 61 

Gambar 4.4  Hasil Uji Heteroskedastisitas ......................................................... 62 

Gambar 4.5  Hasil Korelasi Pearson .................................................................. 63 

Gambar 4.6  Analisis Regresi Linear Sederhana ................................................ 64 

Gambar 4.7  Uji Signifikansi secara Parsial dengan Uji t .................................. 65 

Gambar 4.8  Koefisien Determlinalsi (𝑅2) ......................................................... 66 

  



 
 

xiv 
Universitas Nasional 

DAFTAR TABEL 

 

Tabel 1.1 Sebaran Kasus Covid-19 Terkonfirmlasi di 10 Provinsi 

Tertinggi di Indonesia Tahun 2022 .................................................... 5 

Tabel 1.2  Sebaran Kasus Covid-19 Terkonfirmlasi di 5 Kota/Kabupaten 

tertinggi di Jawa Barat ....................................................................... 6 

Tabel 2.1  Penelitian Terdahulu ........................................................................ 13 

Tabel 3.1  Definisi Konseptual dan Definisi Operasional ................................ 33 

Tabel 3.2  Daltal Penduduk Kecamlatan Bojong Rawalumlbu Berdasarkan 

Kelomlpok Usia Tahun 2022 ............................................................ 38 

Tabel 3.3  Pengukuran Skala Likert .................................................................. 40 

Tabel 3.4  Jadwal Penelitian ............................................................................. 46 

Tabel 4.1  Hasil Uji Validitas Instrumlen .......................................................... 48 

Tabel 4.2  Hasil Uji Reliabilitas Instrumlen ...................................................... 50 

Tabel 4.3 Pengukuran Skala Likert .................................................................. 51 

Tabel 4.4 Deskripsi Dimensi Tangible (Berwujud) ......................................... 51 

Tabel 4.5 Deskripsi Dimensi Reliability (Kehandalan) ................................... 52 

Tabel 4.6 Deskripsi Dimensi Responsiveness (Ketanggapan) ........................ 52 

Tabel 4.7 Deskripsi Dimensi Assurance (Jaminan) ......................................... 53 

Tabel 4.8 Deskripsi Dimensi Empathy (Empati) ............................................. 53 

Tabel 4.9 Deskripsi Dimensi Terpenuhinya Harapan ...................................... 54 

Tabel 4.10 Deskripsi Dimensi Adanya Minat Menggunakan Jasa/Produk ....... 54 

Tabel 4.11 Deskripsi Dimensi Keinginan Untuk Merekomendasikan .............. 55 

Tabel 4.12  Hasil Uji Validitas Data ................................................................... 56 

Tabel 4.13  Hasil Uji Reliabilitas Data ............................................................... 58 

 

 

 

 

 

 

 

 



 
 

xv 
Universitas Nasional 

DAFTAR LAMPIRAN 

 

Kuisioner Penelitian .............................................................................................. 77 

Tabulasi Data Responden Penelitian ..................................................................... 85 

Hasil Uji Data SPSS .............................................................................................. 91 

Hasil Tirnitin ......................................................................................................... 96 

Daftar SKPI ........................................................................................................... 97 

Daftar Riwayat Hidup ........................................................................................... 98 

 

 


	LEMBAR PERSETUJUAN SKRIPSI
	LEMBAR PENGESAHAN SKRIPSI
	HALAMAN PENGESAHAN SKRIPSI
	PERNYATAAN ORISINALITAS
	KATA PENGANTAR
	ABSTRAK
	ABSTRACT
	DAFTAR ISI
	DAFTAR GAMBAR
	DAFTAR TABEL
	DAFTAR LAMPIRAN

