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Abstrak

HUBUNGAN KUALITAS PELAYANAN DENGAN KEPUASAN PASIEN
BPJS KESEHATAN DI PUSKESMAS CIMANGGU KABUPATEN
PANDEGLANG

Kurnaesih, Andi Mayasari Usman, Dayan Hisni

Latar Belakang: Saat ini pengguna jasa pelayanan BPJS tidak hanya melihat
kesembuhan, tetapi menilai kualitas pelayanan yang diberikan. Hasil survei awal
di Puskesmas Cimanggu tahun 2020 kunjungan pasien BPJS pada tahun 2020
didapatkan 2.172 pasien, tahun 2021 1.888 pasien dan tahun 2022 periode
Januari-Maret sebanyak 1.313 pasien. Hal ini menandakan pasien BPJS yang
berkunjung mengalami penurunan.

Tujuan: Mengetahui hubungan kualitas pelayanan dengan kepuasan pasien BPJS
Kesehatan.

Metodologi: Penelitian ini merupakan penelitian analitik kuantitatif dengan
menggunakan pendekatan cross sectional. Sampel adalah pasien BPJS kesehatan
rawat jalan yang melakukan kunjungan ke Puskesmas Cimanggu Kabupaten
Pandeglang Banten periode bulan Oktober 2022 sebanyak 100 pasien dengan
teknik purposive sampling. Data dianalisis menggunakan uji Chi Square.

Hasil Penelitian: Berdasarkan hasil penelitian dari 100 responden sebagian besar
kepuasan pasien BPJS Kesehatan puas 64,0%, kualitas pelayanan baik 76,0%,
tangibel baik 67,0%, reliability--baik 68,0%, responsiveness baik 70,0%,
assurance baik 79,0%, dan empathy baik 72,%. Ada hubungan yang signifikan
antara kualitas pelayanan (p = 0,000), tangible (p = 0,000), reliability (p = 0,026),
responsiveness (p = 0,002), assurance (p = 0,044), & empathy (p = 0,040) dengan
kepuasan pasien BPJS Kesehatan.

Simpulan dan Saran: ada hubungan yang signifikan antara kualitas pelayanan,
dengan kepuasan pasien BPJS Kesehatan. Diharapkan pihak Puskesmas dapat
meningkatkan pelayanan dengan menambah ruang tunggu dan meningkatkan
kebijakan untuk membantu dan memberikan pelayanan yang cepat kepada pasien.

Kata kunci : Kualitas Pelayanan, Kepuasan, Pasien BPJS.
Kepustakaan: 48 (2016-2021)

Vi



Abstract

THE RELATIONSHIP BETWEEN SERVICE QUALITY WITH PATIENT
SAFETY IN CIMANGGU PUBLIC HEALTH CENTER PANDEGLANG
DISTRICT

Kurnaesih, Andi Mayasari Usman, Dayan Hisni

Background: Currently, BPJS service users do not only see healing, but assess the
quality of service provided. Initial survey results at the Cimanggu Health Center in
2020 BPIS patient visits in 2020 were found to be 2,172 patients, in 2021 1,888
patients and in 2022 the January-March period was 1,313 paticnts. This indicates
that visiting BPJS patients have decreased.

Aim: To identify the rclationship befween service quality with patient safety in
Cimanggu Public Health Center Pandeglang Distriét.

Methodology: This study was a quantitative analytic study using a cross sectional
approach. The sample was outpatient health BPJS patients who visited the
Cimanggu Health Center, Pandeglang Banten Regeney in October 2022 as many as
100 patients with purposive samp!mg technique. Data were analyzed using the Chi
Square test. -
Results: Based on the results of research from 100 respondents, most of the
satisfaction of BPJS Health patients was satlsﬁed 64.0%, the quality of service was
good 76.0%, tangible was good 67.0%, reliability was good 68.0%, responsiveness
was good 70.0%, assurancewas good 79.0%, and empathy was good 72.0%. There
is a significant relationship betweem service quality (p = 0.000), tangible (p =
0.000), reliability (p = 0.026), responsiveness (p = 0.002), assurance (p = 0.044),
and empathy (p = 0.040) with BPJS Health patient satisfaction.

Conclusion and suggestion: there is a significant rclationship between service
quality, tangible, reliability, responsiveness, ass I\Cf.‘ fand emp\dthy with BPJS
Health patient satisfaction. It is hoped that the §

@ ve services by
adding a waiting room and improving policie 'i ¢ge \fast service to
patients.

Keywords : service quality, satisfaction, BP



DAFTAR ISI

Halaman

LEMBAR PERSETUJUAN SEBELUM MAJU SIDANG...........ccccviveeeeee e, i
LEMBAR PERSETUJUAN SETELAH MAJU SIDANG...........cccovvveeeeeecc, i
PERNYATAAN ORISINALITAS ...ttt a e e ii
KATA PENGANTAR ..ottt e e e e e e e s e aeeeeea s WY}
AR e vi
ADSTIACT e vii
[ Nl I B I ] SRR viii
DNl N A ] Xi
DAFTAR GAMBAR ... o eiiitiiiittaaaassannnnsssnsnnssnnssnssssssssssssssssssssssssssssnsnnnnnnsnssnnnnnns Xii
DAFTAR SINGKATAN ..o rete ettt araeaaaeeaaaasnnsanaaeaeeea e s s annnsreaeeeeens Xiii
DAFTAR LAMPIRAN ...ttt insensnnnnssnssnsnseeeesnsssnsssnssnssnsnnnnnnnnnnnnnnnnnnnns Xiv
BAB | PENDAHULEUAN .. BRiaiy. . B A 1
1.1 LalanBSelakant . SR .. IR . S ... 1

1.2 RumuSaniviasa SRy .. BT .. S e 8

1.3 TujuanPene |iGianeasny .. IR . R 8

1.8 TujuapEimun ... JE—— . L 8

1. SE28N L & S S U S, .. IRt ... S .. ........................ 8

1.4 ManIGaPRENC |it IS I .. . A, S ......................... 9

1.4.1 Bagi kepentingan Keilmuan «i.......cocieiieeiin e, 9

1.4.2 Bagi Tempat-penelitian......... i 9

1.4.3 Bagi Institusi Pendidikan...................cccccooveiiii e, 9

1.4.4 Manfaat bagi Peneliti.................ccooeeiiiiii e, 10

BAB Il TINJAUAN PUSTAKA ... oot 11
N R G V] T L I 1T T PSSP OSSP 11
2.1.1 Kualitas Pelayanan ............cccccooviveiiiic i 11

2.1.2  KEPUASAN......cuiiiiiiiieeee ettt et a e e e e e r e e e e e e e 24

2.1.3 BPJS KeSEhatan .........ccooviiiieiiiiiie e 35

2.1.4  PUSKESIMAS .....eeiiiieiiiieiieiiie st 41

2.2 Kerangka TeOM .....uuuiieiiiiii ettt 43

2.3 Kerangka KONSEP .....ccocuiiiiiiiiiiie ettt 44



2.4 Hipotesis PENEtIaN ...........ccooiiiiiiiiie e 45
BAB 11l METODOLOGI PENELITIAN. ...t 46
3.1 Desain Penelitian .........ccoiuiieiiiieiiii et 46
3.2 Populasi dan Sampel Penelitian ............cccoooiiiiiiiiiniiiieen 46
3.2.1 Populasi PENEIILIAN ........ccveiiiiiiiiee e 46

3.2.2  Sampel Penelitian..........cccovvieiiiieiicec e 46

3.3 Lokasi PENElItian ..........cocuveeiiiieiii e 48
3.4  Waktu Penelitian .........c.cccoviveiiiiiniiciin e e 48
3.5 Variabel PEnelitian .........cccoeiiiieiiiieiie e 48
3.5.1 Variabel Bebas (Independen)..........cccccoevvviiiiiiiiiienniinnncne, 48

3.5.2 Variabel Terikat (Dependen) .........ccccveeriveaiieeeiiieeiiiee e 48

3.6 Definisi Operasional Penelitian...........ccccccooveiiiieiiiiie e, 49
3.7 Instrumen PeNIITIAN .........ocoieieieiieiiie it 51
3.8 Uji Validitas dan Reliabilitas ........ccccorivreoiivieiiieeiiiee e 51
3.9 Prosedur Pengumpulan Data.................oeoiueeiiieeeiiee e 53
3.10 ARSUSISHDETEY .. BT .. IR . R 55
3.10.1 Analisis UNIVANIAL. .iueeiseeiveeineiie e siie et 56
3.10.2 Analisig'Bivariat-.. - S ... B0 ...l 56

3.11 EuKaPenelitiRmeesar. . ...... B B ... 56
BAB IV HASIL PENELITIAN DAN PEMBAHASAN .......ccocoiviiiiiiiieiiaeen, 58
4.1 HESINEEFCUNA0. ... SN ... A S ........................ 58
4.1.1"5Ha@sil ANaNSISHelirivariatill s oot it vnaste e eoeeveeneeriereerereenenns 58
4.1.2 Hasil Analisis BIVarial......ccccvueivreiiiiiieiiieiieeic e 60

4.2 PemMDENASAN ... ...oiiiiii ittt et 66
4.2.1 ANalisis UNIVarial...........cccocovveiiiieiiiiieiiee e 66
4.2.2 ANAliSis BIVarial.........ccocveiiiiiiiiii e 73

4.3 Keterbatasan Penelitian............ccooveiiiiiieiiieiee e 79
BAB V SIMPULAN DAN SARAN .......coitiiiiieie et 80
5.1 SIMPUIAN .eoceieeeee e 80
D.2 SATAIN ..t 81
5.2.1 Bagi PUSKESIMAS ......ccciuiiiieiiiiiie e 81

5.2.2 Bagi Institusi Pendidikan............ccccccooiiiiiiiiii e, 81



5.2.3 Bagi Peneliti......ccccccveviiiiiiiiiieiie e 81

5.2.4 Bagi Peneliti Selanjutnya..........cccccoveveeiiieniieiie e 81
DAFTAR PUSTAKA ..ottt ettt nnas 82
LIV A N USRS 86




DAFTAR TABEL

Tabel Halaman

Tabel 3.1 Definisi Operasional Penelitian ............ccccoveviriiiinennnceeseee 49
Tabel 4.1 Distribusi Frekuensi Kepuasan Pasien BPJS Kesehatan di Puskesmas
Cimanggu Kabupaten Pandeglang .........c.ccocoviiiiiiiiiiciccesesesesiea 58
Tabel 4.2 Distribusi Frekuensi Kualitas Pelayanan (Tangible, Reliability,
Resvonsiveness, Assurance dan Empati) Pasien BPJS Kesehatan di
Puskesmas Cimanggu Kabupaten Pandeglang ........c.ccccccooceivcvrnicnnnene. 58
Tabel 4.3 Hubungan Kualitas Pelayanan dengan Kepuasan Pasien BPJS Kesehatan
di Puskesmas Cimanggu Kabupaten Pandeglang ............c..ccocvevvvnnnnnne 60
Tabel 4.4 Hubungan antara Tangible dengan Kepuasan Pasien BPJS Kesehatan di
Puskesmas Cimanggu Kabupaten Pandeglang .......ccccccoceoveovvervneriennenne. 61
Tabel 4.5 Hubungan antara Reliability dengan Kepuasan Pasien BPJS Kesehatan di
Puskesmas Cimanggu Kabupaten Pandeglang .........cccccccccoovinieiinnnnnns 62
Tabel 4.6 Hubungan antara Resvonsiveness dengan Kepuasan Pasien BPJS
Kesehatan di Puskesmas Cimanggu Kabupaten Pandeglang ................ 63
Tabel 4.7 Hubungan antara Assurance dengan Kepuasan Pasien BPJS Kesehatan di
Puskesmas Cimanggu Kabupaten Pandeglang ........cccoccocoeivieiencnenine. 64
Tabel 4.8 Hubungan antara Empathy dengan Kepuasan Pasien BPJS Kesehatan
diPuskesmas Cimanggu Kabupaten Pandeglang ...............ccccocevvivrienne 65

Xi



DAFTAR GAMBAR

Gambar Halaman
Gambar 2.1 Kerangka TEOI ......cccuveiieieiiiieeiiieesiee e see e iee e 43
Gambar 2.2 Kerangka KONSEP .......ooiiiiieiiiiie e esiee e 44

Xii



BPJS
Depkes RI
JKN
JKN-KIS
MENPAN
SOP
TOM
WHO

DAFTAR SINGKATAN

: Badan Penyelenggara Jaminan Sosial

: Departemen Kesehatan Republik Indonesia

: Jaminan Kesehatan Nasional

: Jaminan Kesehatan Nasional Kartu Indonesia Sehat
: Kementerian Pendayagunaan Aparatur Negara

: Standar Operating Prosedur

: Total Quality Management

: World Health Organization

Xiii


https://id.wikipedia.org/wiki/Kementerian_Pendayagunaan_Aparatur_Negara_dan_Reformasi_Birokrasi_Republik_Indonesia
https://id.wikipedia.org/wiki/Kementerian_Pendayagunaan_Aparatur_Negara_dan_Reformasi_Birokrasi_Republik_Indonesia

DAFTAR LAMPIRAN

Lampiran Halaman
Lampiran 1 Lembar Konsultasi/ Bimbingan SKripsi ........c.cccocoieinieiincinnnnn 87
Lampiran 2 Surat 1in PENElItian ... 90
Lampiran 3 Surat Balasan Penelitian .........ccccocoveiiiiiieii s 92
Lampiran 4 Surat Permohonan Menjadi Responden ..........ccccocvvvicvinnenennens 94
Lampiran 5 Surat Pernyataan Bersedia Menjadi Responden ...............cccceeene. 95
Lampiran 6 KUOSIONET .....cuiieieiiiainseeiaseasiaseessessassessessessessasssssnssessessessessensensens 96
Lampiran 7 Hasil Uji Validitas dan Realibilitas ..........cccocoviiiiiiiiciiiniien 100
Lampiran 8 Master Tabel ........coooiiiiiiiiieis e 102
Lampiran 9 Hasil/Output Analisa Univariat dan Analisa Bivariat ................... 122
Lampiran 10 Bukti Foto Kegiatan Penelitian ...............ccocovvveieneeicicieresiennn, 134
Lampiran 11 Daftar Riwayat HIdUP ..o b 135

Xiv



	16edb994000218800dcc25000c3f1dda1b42a7a99808ab9294cdbcfefdedfbc7.pdf
	20eb7e447b3cd86b66d5414bbd131926f2e93c8f723a806e9e388e11c9473784.pdf
	10c890ef75fbdbd8cac32d0e95ef5c45f978bd34b81a87c5f675f5e7ffef068a.pdf
	bb3260b19b7c2d6c3812a7c64d3ae80ef6322838270386b0da47a2d3fd498411.pdf


	20eb7e447b3cd86b66d5414bbd131926f2e93c8f723a806e9e388e11c9473784.pdf
	10c890ef75fbdbd8cac32d0e95ef5c45f978bd34b81a87c5f675f5e7ffef068a.pdf
	bb3260b19b7c2d6c3812a7c64d3ae80ef6322838270386b0da47a2d3fd498411.pdf


	20eb7e447b3cd86b66d5414bbd131926f2e93c8f723a806e9e388e11c9473784.pdf
	10c890ef75fbdbd8cac32d0e95ef5c45f978bd34b81a87c5f675f5e7ffef068a.pdf
	bb3260b19b7c2d6c3812a7c64d3ae80ef6322838270386b0da47a2d3fd498411.pdf



	16edb994000218800dcc25000c3f1dda1b42a7a99808ab9294cdbcfefdedfbc7.pdf
	20eb7e447b3cd86b66d5414bbd131926f2e93c8f723a806e9e388e11c9473784.pdf
	10c890ef75fbdbd8cac32d0e95ef5c45f978bd34b81a87c5f675f5e7ffef068a.pdf
	bb3260b19b7c2d6c3812a7c64d3ae80ef6322838270386b0da47a2d3fd498411.pdf


	20eb7e447b3cd86b66d5414bbd131926f2e93c8f723a806e9e388e11c9473784.pdf
	10c890ef75fbdbd8cac32d0e95ef5c45f978bd34b81a87c5f675f5e7ffef068a.pdf
	bb3260b19b7c2d6c3812a7c64d3ae80ef6322838270386b0da47a2d3fd498411.pdf




