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RINGKASAN 

 
 

Kuantitatif: Tingkat Kepuasan Pasien Pendaftaran Rawat Jalan di Puskesmas 

Pandanwangi; Sulis Stiyo Wati; 205075; 76 halaman; Program Studi Ilmu D-III 

Rekam Medis dan Informasi Kesehatan Institut Teknologi Sains dan Kesehatan RS 

dr. Soepraoen Malang. 

Kualitas pelayanan adalah bentuk penilaian konsumen terhadap tingkat 

pelayanan yang diterima dengan tingkat pelayanan yang diharapkan. Kualitas 

pelayanan dapat diukur dengan mengidentifikasikan melalui lima dimensi yaitu 

kehandalan (Reliability) yaitu kemampuan memberikan pelayanan, daya tanggap 

(Responsiveness) yaitu respon atau kesigapan petugas dalam membantu pasien, 

jaminan (Assurance) yaitu keterampilan dalam memberikan dan memanfaatkan 

jasa, Empati (Emphaty) yaitu perhatian yang petugas berikan kepada pasien, bukti 

fisik (Tangible) yaitu wujud kenyataan fisik. 

Kepuasan pasien pendaftaran di Puskesmas Pandanwangi berdasarkan lima 

dimensi pelayanan menunjukkan bahwa dimensi Tangible 83%, Realibility 84%, 

Responsiveness 80%, Empathy 82%, dan Assurance 78% sehingga skor presentase 

rata-rata kepuasan pasien secara keseluruhan sebebsar 81% dengan kategori 

kepuasan yaitu sangat puas. 

Proses pengumpulan data yang digunakan yaitu penyebaran kuesioner atau 

angket tertutup yang sudah disertai jawaban dengan pengukuran skala likert, 

dengan penyajian data scoring dan tabulating. Scoring yaitu memberikan nilai 

berdasarkan tingkat jawaban yang diperoleh dari responden sedangkan tabulating 

yaitu pengumpulan data yang kemudian disusun dalam bentuk tabel dan dianalisis 

menggunakan rumus presentase. Dengan adanya pengukuran tingkat kepuasan 

pasien, petugas dapat mengukur peningkatan kualitas pelayanan rekam medis 

terhadap kepuasan pasien dengan presentase rata-rata yaitu kategori kepuasan 

sangat puas. 
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SUMMARY 

Quantitative: Patient Satisfaction Level of Outpatient Registration at 

Pandanwangi Health Center; Sulis Stiyo Wati; 205075; pages; D-III Medical 

Records and Health Information Science Study Program, Institute of Science and 

Health Technology, Dr. Soepraoen Hospital Malang. 

Service quality is a form of consumer assessment of the level of service 

received with the expected level of service. Service quality can be measured by 

identifying through five dimensions, namely reliability, namely the ability to 

provide services, responsiveness, namely the response or alertness of officers in 

helping patients, assurance, namely skills in providing and utilizing services, 

empathy, namely the attention that officers give to patients, physical evidence 

(Tangible), namely the form of physical reality. 

Patient registration satisfaction at Pandanwangi Health Center based on five 

service dimensions shows that the dimensions of Tangible 83%, Reliability 84%, 

Responsiveness 80%, Empathy 82%, and Assurance 78% so that the average 

percentage score of overall patient satisfaction is 81% with a satisfaction category 

that is very satisfied. 

The data collection process used is the distribution of questionnaires or 

closed questionnaires that have been accompanied by answers with Likert scale 

measurements, with data presentation scoring and tabulating. Scoring is giving a 

value based on the level of answer obtained from the respondent, while tabulating 

is collecting data which is then arranged in tabular form and analyzed using the 

percentage formula. By measuring the level of patient satisfaction, officers can 

measure the improvement in the quality of medical record services to patient 

satisfaction with an average percentage, namely the satisfaction category, which is 

very satisfied. 
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