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ABSTRAK 

 

STUDI KEPUASAN PASIEN TERHADAP PELAYANAN DI POLI 

PUSKESMAS MULYOREJO SURABAYA 

 

VERONIKA ROSITA 

2443014255 

 

Kepuasan merupakan keadaan dimana kebutuhan, keinginan dan 

harapan pasien dapat dipenuhi melalui produk/ jasa yang dikonsumsi serta 

sebagai indikator kualitas pelayanan yang diberikan dan modal untuk 

mendapat lebih banyak pasien serta loyalitas pasien. Penelitian ini bertujuan 

untuk mempelajari kepuasan pasien berdasarkan 5 aspek service quality 

yaitu tangible, reliability, responsiveness, assurance, dan emphaty terhadap 

pelayanan di Poli Puskesmas Mulyorejo Surabaya pada bulan Oktober-

November tahun 2018. Penelitian ini dilakukan dengan metode cross-

sectional. Data yang diperoleh berupa  hasil kuesioner selama bulan Oktober 

2018 – November 2018. Hasil penelitian menunjukkan bahwa kepuasaan 

responden di Poli Kesehatan Ibu dan Anak pada kelima dimensi pelayanan 

yaitu tangible 88%, reliability 84,37%, responsiveness 100%, assurance 

85%, dan emphaty 80% termasuk dalam kategori puas. Pada Poli Gigi untuk 

kelima dimensi pelayanan yaitu tangible 85,07%, reliability 85,33%, 

responsiveness 85,33%, assurance 84%, dan emphaty 81% termasuk dalam 

kategori puas. Pada Poli Kesehatan Tradisional untuk kelima dimensi 

pelayanan yaitu tangible 77,33%, reliability 80%, responsiveness 80%, 

assurance 86,70%, dan emphaty 85% termasuk dalam kategori puas. Pada 

Poli Umum untuk kelima dimensi pelayanan yaitu tangible 80,28%, 

reliability 83,21%, responsiveness 80,63%, assurance 85,23%, dan emphaty 

77,85% termasuk dalam kategori puas. Pada Poli Pre Eklampsia untuk 

kelima dimensi pelayanan yaitu tangible 82,37%, reliability 85%, 

responsiveness 82,74%, assurance 85,18%, dan emphaty 81,66% termasuk 

dalam kategori puas. Kesimpulan Secara keseluruhan pasien sudah merasa 

puas dengan pelayanan yang diberikan oleh Poli Puskesmas Mulyorejo 

Surabaya yang ditunjukkan oleh skor rata-rata seluruh dimensi yaitu dengan 

persentase lebih dari 75%. 

 

Kata kunci :  Kepuasan Pasien, Poli Puskesmas, Puskesmas Mulyorejo, 

Dimensi Kepuasan. 

 



 

ABSTRACT 

 

A PATIENT SATISFACTION STUDY ONTHE IN SERVICEUNITS 

OF MULYOREJO COMMUNITY HEALTHCARE CENTER 

SURABAYA 

 

VERONIKA ROSITA 

2443014255 

 

Satisfaction is a situation where theneeds, desires and expectations of 

patients can be met through products/ services consumed as well as 

indicators of the quality of services provided and capital to get more patients 

and patient loyalty. This study aims to study patient satisfaction based on 5 

aspects of service quality, namely tangible, reliability, responsiveness, 

assurance, and empathy for service in the Mulyorejo Surabaya Public Health 

Center Poly in October-November 2018. This study was conducted using a 

cross-sectional method. The data obtained werein the form of a 

questionnaire during October 2018 - November 2018. The results showed 

that respondents satisfaction in the Maternal and Child Health poly in the 

five service dimensions were 88% tangible, 84.37% reliability, 100% 

responsiveness, 85% assurance, and 80% empathy included in the satisfied 

category. In Dental Poly in the five service dimensions namely 85.07% 

tangible, 85.33% reliability, 85.33% responsiveness, 84% assurance, and 

81% empathy included in the satisfied category. In the Traditional Health 

Poly in the five service dimensions namely 77.33% tangible, 80% reliability, 

80% responsiveness, 86.70% assurance, and 85% empathy included in the 

satisfied category. In the General Poly on the five service dimensions, 

namely tangible 80.28%, reliability 83.21%, responsiveness 80.63%, 

assurance 85.23%, and empathy 77.85% included in the satisfied category. 

In the Preeclampsia Poly in the five service dimensions namely 82.37% 

tangible, 85% reliability, 82.74% responsiveness, 85.18% assurance, and 

81.66% empathy included in the satisfied category. Conclusion overall, the 

patients were satisfied with the services provided by Polyclinic of 

Mulyorejo Public Health Center in Surabaya, which was shown by the 

average score of all dimensions, which was more than 75%.  

 

Keywords: Patient Satisfaction, Health Center Poly, Mulyorejo Health 

Center, Satisfaction Dimension 
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