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ABSTRAK

Muh.Ilham. 02220220238. “Pengaruh Kepuasan Pasien Terhadap Kualitas
Pelayanan Pada Puskesmas Ogoamas”. Ahcmad Gani dan Jayadi

Penelitian ini bertujuan untuk mengetahui pengaruh dimensi kualitas
pelayanan yang terdiri dari (1).Tangible (bukti fisik), (2).Reliability (kehandalan),
(3). Responsiveness (daya tanggap), (4).Assurance (jaminan), dan (5).Empathy
(empati) terhadap kualitas pelayanan pada Puskesmas Ogoamas Kabupaten
Donggala. Penelitian ini dilatarbelakangi oleh pentingnya kualitas pelayanan
kesehatan dalam memenuhi kebutuhan serta harapan masyarakat terhadap
pelayanan yang diberikan oleh fasilitas kesehatan. Metode penelitian yang
digunakan adalah metode kuantitatif dengan pendekatan deskriptif. Teknik
pengumpulan data dilakukan melalui penyebaran kuesioner kepada 52 responden
yang merupakan pegawai di Puskesmas Ogoamas. Analisis data dilakukan dengan
menggunakan analisis regresi linear berganda melalui beberapa tahapan pengujian
yaitu uji validitas, uji reliabilitas, uji simultan (uji F), dan uji parsial (uji t). Hasil
penelitian menunjukkan bahwa seluruh instrumen penelitian dinyatakan valid dan
reliabel. Hasil analisis regresi menunjukkan nilai koefisien determinasi (R Square)
sebesar 0,162 yang berarti bahwa variabel Tangible, Reliability, Responsiveness,
Assurance, dan Empathy secara bersama-sama mampu menjelaskan pengaruh
terhadap kepuasan pasien sebesar 16,2%, sedangkan sisanya sebesar 83,8%
dipengaruhi oleh faktor lain di luar penelitian ini. Hasil uji simultan menunjukkan
bahwa kelima variabel tersebut tidak berpengaruh signifikan terhadap kepuasan
pasien. Namun berdasarkan uji parsial diketahui bahwa variabel Assurance
memiliki pengaruh signifikan terhadap kepuasan pasien, sedangkan variabel
Tangible, Reliability, Responsiveness, dan Empathy tidak berpengaruh signifikan.
Berdasarkan hasil penelitian dapat disimpulkan bahwa dimensi Assurance
merupakan faktor yang paling berpengaruh dalam meningkatkan kualitas pelayanan
di Puskesmas Ogoamas. Oleh karena itu, pihak puskesmas diharapkan dapat
meningkatkan ~ kompetensi  tenaga  kesehatan  serta  mempertahankan
profesionalisme dalam memberikan pelayanan kepada masyarakat.

Kata kunci: kualitas pelayanan, tangible, reliability, responsiveness,
assurance, empathy.
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ABSTRACT

Muh. Ilham. 02220220238. "The Influence of Service Quality on Patient
Satisfaction at the Ogoamas Community Health Center." Ahcmad Gani dan
Jayadi.

This study aims to determine the influence of service quality dimensions
consisting of T(1).angible, (2).Reliability, (3).Responsiveness, (4).Assurance, and
(5).Empathy on service quality at Ogoamas Public Health Center, Donggala
Regency. This research is motivated by the importance of health service quality in
meeting the needs and expectations of the community for the services provided by
health facilities.The research method used is a quantitative method with a
descriptive approach. Data collection was carried out by distributing
questionnaires to 52 respondents who were employees at the Ogoamas Public
Health Center. Data analysis was conducted using multiple linear regression
analysis through several testing stages, namely validity test, reliability test,
simultaneous test (F test), and partial test (t test). The results of the study indicate
that all research instruments are valid and reliable. The regression analysis shows
that the coefficient of determination (R Square) is 0.162, which means that the
variables Tangible, Reliability, Responsiveness, Assurance, and Empathy
simultaneously explain 16.2%, of the Patient Satisfaction while the remaining
83.8% is influenced by other factors outside this study. The simultaneous test results
show that these five variables do not significantly affect of the Patient Satisfaction.
However, the partial test results indicate that the Assurance variable has a
significant influence on service quality, while the Tangible, Reliability,
Responsiveness, and Empathy variables do not have a significant effect. Based on
the results of the study, it can be concluded that the Assurance dimension is the most
influential factor in improving service quality at the Ogoamas Public Health Center.
Therefore, the health center is expected to improve the competence of health
workers and maintain professionalism in providing services to the community.

Keywords: service quality, tangible, reliability, responsiveness, assurance,
empathy
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