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ABSTRAK 

P e l a y a n a n k e s e h a t a n b e r m u t u s e r i n g d i k a i t k a n d e n g a n p e l a y a n a n k e s e h a t a n y a n g 
m e m u a s k a n p a s i e n . K e p u a s a n p a s i e n a d a i a h s a l a h s a t u u k u r a n k u a l i t a s p e l a y a n a n 
k e s e h a t a n d a n m e r u p a k a n a l a t y a n g d a p a t d i p e r c a y a d a l a m m e m b a n t u d a n m e n y u s u n 
s u a t u p e r e n c a n a a n . p e i a k s a n a a n d a n e v a l u a s i d a r i s i s t e m p e l a y a n a n f a s i l i t a s k e s e h a t a n . 
P e n e l i t i a n i n i b e r t u j u a n u n t u k m e n g e t a h u i F a k t o r - F a k t o r y a n g b e r h u b u n g a n d e n g a n 
K e p u a s a n P e l a y a n a n P e s e r t a B P J S K e s e h a t a n D i B a l a i P e n g o b a t a n S u k a r a m i P a l e m b a n g 
T a h u n 2 0 1 6 . J e n i s p e n e l i t i a n i n i a d a i a h o b s e r v a s i o n a l a n a l i t i k d e n g a n r a n c a n g a n cross-
sectional. S u b y e k p e n e l i t i a n i n i a d a i a h s e l u r u h p a s i e n y a n g b e r k u n j u n g d i B a l a i 
P e n g o b a t a n S u k a r a m i P a l e m b a n g , s e b a n y a k 1 0 9 r e s p o n d e n y a n g d i a m b i l s e c a r a simple 
random sampling. D a t a p r i m e r d i p e r o l e h d e n g a n i n s t r u m e n t p e n e l i t i a n b e r u p a k u e s i o n e r . 
U n t u k m e n g e t a h u i h u b u n g a n a n t a r a p e n d i d i k a n , j e n i s k e l a m i n , p e k e r j a a n , p e l a y a n a n 
d o k t e r , p e l a y a n a n p e r a w a t , p e l a y a n a n a d m i n i s t r a s i d a n f a s i l i t a s B a l a i P e n g o b a t a n d e n g a n 
k e p u a s a n p e i a y a n a n p e s e r t a B P J S K e s e h a t a n m e n g g u n a k a n u j i chi-square. H a s i l 
p e n e l i t i a n s e b a n y a k 9 5 , 4 % r e s p o n d e n m e n y a t a k a n p u a s d e n g a n p e l a y a n a n d a n f a s i l i t a s 
y a n g d i b e r i k a n . B e r d a s a r k a n h a s i l u j i s t a t i s t i k t e r d a p a t h u b u n g a n a n t a r a p e l a y a n a n d o k t e r , 
p e l a y a n a n p e r a w a t , p e l a y a n a n a d m i n i s t r a s i d a n f a s i l i t a s B a l a i P e n g o b a t a n d e n g a n 
k e p u a s a n p e l a y a n a n p e s e r t a B P J S K e s e h a t a n d i B a l a i P e n g o b a t a n S u k a r a m i P a l e m b a n g 
( P < 0 , 0 5 ) . 

Referensi : 31 (1995-2015) 
Kata Kunci : Kepuasan, BPJS Kesehatan, Pelayanan 

vi 



UNIVERSITY OF MUHAMMDIYAH PALEMBANG 
F A C U L T Y O F MEDICINE 

MINI-THESIS, JANUARY 2017 
TAUFIQ A L G H O F I Q I 

FACTORS R E L A T E D WITH PARTICIPANT S E R V I C E SATISFACTION OF 
BPJS K ESEHATAN IN BALAI PENGOBATAN SUKARAMI PALEMBANG 2016 

xiii+ 64 pages+ 14 tables+ 4 pictures^ 5 attachments 

ABSTRACT 

Q u a l i f i e d h e a l t h s e r v i c e o f t e n l i n k e d w i t h p a t i e n t s a t i s f a c t i o n o f h e a l t h s e r v i c e . 
P a t i e n t S a t i s f a c t i o n i s o n e o f h e a l t h s e r v i c e a s s e s s m e n t a n d i t c a n b e a t o o l w h i c h c a n b e 
b e l i e v e d i n h e l p i n g a n d a r r a n g i n g a p l a n , i m p l e m e n t a t i o n , a n d e v a l u a t i o n f o r h e a l t h 
f a c i l i t y s e r v i c e s y s t e m . T h e a i m o f s t u d y w a s t o d e t e r m i n e f a c t o r s r e l a t e d w i t h p a r t i c i p a n t 
s e r v i c e s a t i s f a c t i o n o f B P J S K e s e h a t a n i n b a l a i p e n g o b a t a n s u k a r a m i P a l e m b a n g 2 0 1 6 . 
T h i s s t u d y w a s a n o b s e r v a t i o n a l a n a l y t i c w i t h c r o s s - s e c t i o n a l d e s i g n . T h e s u b j e c t s o f t h i s 
s t u d y a r e a l l p a t i e n t s w h o v i s i t B a l a i P e n g o b a t a n S u k a r a m i P a l e m b a n g , a m o u n t o f 
s a m p l e s a r e 1 0 9 B P J S K e s e h a t a n P a r t i c i p a n t . P r i m a r y d a t a g a t h e r e d b y q u e s t i o n n a i r e . T o 
d e t e r m i n e r e l a t i o n b e t w e e n e d u c a t i o n , g e n d e r , j o b , d o c t o r s e r v i c e , n u r s e s e r v i c e , 
a d m i n i s t r a t i o n s e r v i c e a n d b a l a i p e n g o b a t a n f a c i l i t y w i t h p a r t i c i p a n t s e r v i c e s a t i s f a c t i o n 
o f B P J S K e s e h a t a n i n B a l a i P e n g o b a t a n S u k a r a m i P a l e m b a n g w i t h p a r t i c i p a n t s e r v i c e 
s a t i s f a c t i o n o f B P J S K e s e h a t a n u s i n g c h i - s q u a r e t e s t . T h e r e s u l t o f t h e s t u d y 9 5 , 4 % 
p a t i e n t f e e l s s a t i s f i e d b y t h e s e r v i c e t h a t g i v e n . B a s e d o n s t a t i s t i c t e s t r e s u l t , t h e r e i s 
m e a n i n g f u l r e l a t i o n b e t w e e n e d u c a t i o n , g e n d e r , j o b , d o c t o r s e r v i c e , n u r s e s e r v i c e , 
a d m i n i s t r a t i o n s e r v i c e a n d b a l a i p e n g o b a t a n f a c i l i t y w i t h p a r t i c i p a n t s e r v i c e s a t i s f a c t i o n 
o f B P J S K e s e h a t a n i n B a l a i P e n g o b a t a n S u k a r a m i P a l e m b a n g w i t h p a r t i c i p a n t s e r v i c e 
s a t i s f a c t i o n o f B P J S K e s e h a t a n i n B a l a i P e n g o b a t a n S u k a r a m i P a l e m b a n g ( p < 0 , 0 5 ) . 

Reference : 31 (1995-2015) 
Key word : Satisfaction, BPJS Kesehatan, Service Quality 
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BAB I 

PENDAHULUAN 

1.1. Latar Belakang 

S e s u a i a m a n a t U n d a n g - U n d a n g N o m o r 4 0 T a h u n 2 0 0 4 t e n t a n g 

S i s t e m J a m i n a n S o s i a l N a s i o n a l ( S J S N ) d a n U n d a n g - U n d a n g N o m o r 2 4 

T a h u n 2 0 1 1 t e n t a n g B a d a n P e n y e l e n g g a r a J a m i n a n S o s i a l ( B P J S ) 

d i t e t a p k a n b a h w a o p e r a s i o n a l B P J S K e s e h a t a n d i m u l a i t a n g g a l 1 J a n u a r i 

2 0 1 4 . B P J S K e s e h a t a n s e b a g a i b a d a n p e l a k s a n a m e r u p a k a n b a d a n 

h u k u m p u b l i k y a n g d i b e n t u k u n t u k m e n y e l e n g g a r a k a n p r o g r a m j a m i n a n 

k e s e h a t a n b a g i s e l u r u h r a k y a t I n d o n e s i a ( T h a b r a n y , 2 0 1 4 ) . T u j u a n 

d i b e r l a k u k a n n y a p r o g r a m J a m i n a n K e s e h a t a n N a s i o n a l ( J K N ) y a n g 

d i k e l o l a o l e h B P J S a d a i a h u n t u k m e m e n u h i k e b u t u h a n d a s a r k e s e h a t a n 

m a s y a r a k a t ( D J S N , 2 0 1 2 ) . 

P e n y e l e n g a r a a n p e l a y a n a n k e s e h a t a n d i e r a J a m i n a n K e s e h a t a n 

N a s i o n a l ( J K N ) m e l i p u t i s e m u a f a s i l i t a s k e s e h a t a n y a n g b e k e r j a s a m a 

d e n g a n B a d a n P e n y e l e n g g a r a J a m i n a n S o s i a l ( B P J S ) K e s e h a t a n b e r u p a 

F a s i l i t a s K e s e h a t a n T i n g k a t P e r t a m a ( F K T P ) d a n F a s i l i t a s K e s e h a t a n 

R u j u k a n T i n g k a t L a n j u t a n ( F K R T L ) , d i m a n a F K T P b e r u p a P u s k e s m a s 

a t a u y a n g s e t a r a , d o k t e r , p r a k t e k d o k t e r g i g i , k l i n i k p r a t a m a a t a u y a n g 

s e t a r a d a n r u m a h s a k i t k e l a s D P r a t a m a a t a u y a n g s e t a r a , y a n g h a r u s 

m e n y e l e n g g a r a k a n p e l a y a n a n k e s e h a t a n s e c a r a k o m p r e h e n s i f ( K e m e n k e s 

R I , 2 0 1 3 ) . 

P e l a y a n a n k e s e h a t a n s e b e l u m e r a J K N m e n c a k u p f a s i l i t a s 

k e s e h a t a n y a n g b e r b e d a - b e d a . F a s i l i t a s k e s e h a t a n ( f a s k e s ) y a n g d i c a k u p 

d a l a m P r o g r a m J a m i n a n k e s e h a t a n m a s y a r a k a t ( J a m k e s m a s ) , J a m i n a n 

s o s i a l b a g i t e n a g a k e r j a ( J a m s o s t e k ) , A s u r a n s i k e s e h a t a n ( A s k e s ) b a g i 

P N S , p e n e r i m a p e n s i u n , v e t e r a n , p e r i n t i s k e m e r d e k a a n b e s e r t a k e l u a r g a 

d a n P r o g r a m J a m i n a n k e s e h a t a n d a e r a h ( J a m k e s d a ) y a n g b e r b e d a a n t a r a 

s a t u p e n y e l e n g g a r a d e n g a n p e n y e l e n g g a r a l a i n n y a . P e m b e r i P e l a y a n a n 
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K e s e h a t a n ( P P K ) I J a m k e s m a s m e n g g u n a k a n P u s k e s m a s d a n 

j a r i n g a n n y a , P P K I J a m s o s t e k m e n g g u n a k a n p r a k t e k d o k t e r s w a s t a , P P K 

I A s k e s m e n g g u n a k a n P u s k e s m a s . d o k t e r p r a k t e k s w a s t a d a n J a m k e s d a 

h a n y a m e n g g u n a k a n P P K m i l i k p e m e r i n t a h ( S i t u m o r a n g , 2 0 1 3 ) . 

F a s i l i t a s K e s e h a t a n T i n g k a t P e r t a m a ( F K T P ) t e r d i r i d a r i P u s a t 

K e s e h a t a n M a s y a r a k a t ( P u s k e s m a s ) , F a s i l i t a s K e s e h a t a n m i l i k T c n t a r a 

N a s i o n a l I n d o n e s i a ( T N I ) . F a s i l i t a s k e s e h a t a n m i l i k P o l i s i R e p u b l i k 

I n d o n e s i a ( P O L R I ) . d a n P r a k t e k d o k t e r u m u m a t a u k l i n i k u m u m , t e r d i r i 

d a r i p r a k t e k d o k t e r u m u m p e r s e o r a n g a n , p r a k t e k d o k t e r u m u m b e r s a m a , 

k l i n i k d o k t e r u m u m a t a u k l i n i k 2 4 j a m , p r a k t e k d o k t e r g i g i , k l i n i k 

p r a t a m a d a n R S P r a t a m a . p a d a e r a J K N w a j i b m e m b e r i k a n p e l a y a n a n 

p r i m e r y a n g k o m p r e h e n s i f s e b a g a i gale keeper d e n g a n k u a l i t a s 

p e l a y a n a n k e s e h a t a n y a n g m e n j a d i p r i o r i t a s . K u a l i t a s l a y a n a n k e s e h a t a n 

p r i m e r s e l a m a i n i d i r a s a k a n p a s i e n k h u s u s n y a p e n g g u n a j a m i n a n a t a u 

a s u r a n s i k e s e h a t a n c e n d e r u n g k u r a n g m e m u a s k a n . K e p u a s a n p a s i e n 

m e r u p a k a n b a g i a n m e n y e l u r u h d a l a m p e i a k s a n a a n j a m i n a n m u t u l a y a n a n 

k e s e h a t a n , d i m a n a k e p u a s a n p a s i e n a d a i a h d i m e n s i m u t u l a y a n a n 

k e s e h a t a n y a n g p e n t i n g ( P o h a n , 2 0 0 6 ) . K e p u a s a n p a s i e n m e r u p a k a n 

t a n g g a p a n t e r h a d a p t e r p e n u h i n y a k e b u t u h a n s e s u a i h a r a p a n p a s i e n 

( K o e n t j o r o , 2 0 0 7 ) . 

K e p u a s a n p a s i e n m e n u r u t H a l l d a n D o r m a n d a l a m P o h a n ( 2 0 0 6 ) 

d i p e n g a r u h i o l e h b a n y a k f a k t o r ( k o n s e p m u l t i d i m e n s i ) . F a k t o r p e n e n t u 

k e p u a s a n p a s i e n j u g a d i p e n g a r u h i o l e h k a r a k t e r i s t i k s o s i o - d e m o g r a f i s 

p a s i e n y a n g m e r u p a k a n c i r i - c i r i a t a u k e k h a s a n y a n g m e m b e d a k a n 

s e s e o r a n g m e l i p u t i u m u r , j e n i s k e l a m i n , p e n d i d i k a n d a n p e k e r j a a n . 

P e n e l i t i a n k e p u a s a n p e r a w a t a n p r i m e r d i A m e r i k a d i d a p a t k a n h a s i l , 

b a h w a s e l a i n k o n t i n u i t a s p e r a w a t a n j u g a t e r d a p a t f a k t o r k e p u a s a n l a i n 

y a i t u d e m o g r a f i s d a n s o s i a l e k o n o m i ( F a n , 2 0 0 5 ) , P e n e l i t i a n k e p u a s a n 

p a s i e n p a d a 2 1 n e g a r a d i H r o p a d i d a p a t k a n h a s i l p e n e l i t i a n , b a h w a u m u r 

d a n p e n d i d i k a n m e m p u n y a i h u b u n g a n p o s i t i f d e n g a n k e p u a s a n p a s i e n 

d a n t i n g k a t k e p u a s a n p a s i e n p a d a p e l a y a n a n f a s k e s s w a s t a l e b i h r e n d a h 
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d a r i p a d a p e l a y a n a n o l e h f a s k e s p e m e r i n t a h k a r e n a p a s i e n y a n g 

m e n e r i m a l a y a n a n d a r i provider s w a s t a c e n d e r u n g m e n g h a r a p k a n 

l a y a n a n l e b i h m e m u a s k a n ( B l e i c h d k k . 2 0 0 9 ) . 

S a l a h s a t u s a s a r a n y a n g d i c a p a i d a l a m p e n g e m b a n g a n J K N a d a i a h 

k e p u a s a n p a s i e n . d i m a n a d a l a m p e t a j a l a n J K N d i s e b u t k a n b a h w a p a l i n g 

s e d i k i t 7 5 % p a s i e n m e n y a t a k a n p u a s d i b e r i k a n p e l a y a n a n o l e h f a s k e s 

y a n g b e k e r j a s a m a d e n g a n B P J S p a d a t a h u n 2 0 1 4 d a n p a d a a k h i m y a 

m e n c a p a i k e p u a s a n p a s i e n s e b e s a r 8 5 % p a d a t a h u n 2 0 1 9 ( D J S N , 2 0 1 2 ) . 

H a s i l d a r i p e n e l i t i a n y a n g d i l a k u k a n d i k o t a d e n p a s a r m e n g e n a i 

j e n i s f a s i l i t a s k e s e h a t a n t i n g k a t p e r t a m a . s t a t u s k e p e s e r t a a n d a n 

k a r a t e r i s t i k s o s i o - d e m o g r a f i s d e n g a n t i n g k a t k e p u a s a n p a s i e n j a m i n a n 

k e s e h a t a n n a s i o n a l m e n d a p a t k a n h a s i l p e n e l i t i a n s e b a g i a n b e s a r p a s i e n 

J K N y a i t u 6 9 , 6 % p u a s t e r h a d a p m u t u l a y a n a n p r i m e r p a d a F K T P B P J S 

K e s e h a t a n d i K o t a D e n p a s a r , s e r t a t i n g k a t k e p u a s a n p a s i e n J K N t e r t i n g g i 

p a d a p e l a y a n a n d o k t e r u m u m s e b e s a r 9 0 % d a n t e r e n d a h p a d a p e l a y a n a n 

k l i n i k s w a s t a y a i t u 4 7 , 5 % . 

B e r d a s a r k a n t i n g k a t p e l a y a n a n k e s e h a t a n d a l a m p r o g r a m J K N 

s a l a h s a t u n y a a d a i a h F K T P s e b a g a i p e l a y a n a n t i n g k a t s a t u s e r t a 

p e n t i n g n y a p e n i n g k a t a n m u t u p e l a y a n a n k e s e h a t a n t e r h a d a p p e s e r t a 

B P J S k e s e h a t a n m a k a p e r l u d i l a k u k a n p e n e l i t i a n m e n g e n a i f a k t o r - f a k t o r 

y a n g b e r h u b u n g a n d e n g a n k e p u a s a n p e l a y a n a n p e s e r t a B P J S k e s e h a t a n 

d i b a l a i p e n g o b a t a n s u k u r a m i p a l e m b a n g t a h u n 2 0 1 6 y a n g m e r u p a k a n 

p e l a y a n a n t i n g k a t s a t u B P J S k e s e h a t a n d i k o t a p a l e m b a n g . 

1.2. Rumusan Masalah 

" f a k t o r - f a k t o r a p a s a j a y a n g b e r h u b u n g a n d e n g a n k e p u a s a n 

p e l a y a n a n p e s e r t a B P J S k e s e h a t a n d i b a l a i p e n g o b a t a n s u k a r a m i 

p a l e m b a n g t a h u n 2 0 1 6 ? " 
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1.3. Tujuan Penelitian 

1.3.1. Tujuan Umum 

D i p e r o l e h n y a i n f o r m a s i m e n g e n a i f a k t o r - f a k t o r y a n g 

b e r h u b u n g a n d e n g a n k e p u a s a n p e l a y a n a n p e s e r t a B P J S k e s e h a t a n 

d i b a l a i p e n g o b a t a n s u k u r a m i p a l e m b a n g t a h u n 2 0 1 6 . 

1.3.2. Tujuan Khusus 

1 . M e n g e t a h u i d i s t r i b u s i f r e k u e n s i k e p u a s a n d a n k a r a k t e r i s t i k 

p e s e r t a B P J S k e s e h a t a n y a n g t e r d i r i d a r i j e n i s k e l a m i n , 

p e n d i d i k a n , d a n p e k e r j a a n s e r t a p e l a y a n a n d o k t e r , p e r a w a t , 

a d m i n i s t r a s i d a n f a s i l i t a s d i b a l a i p e n g o b a t a n s u k u r a m i 

p a l e m b a n g t a h u n 2 0 1 6 . 

2 . M e n g e t a h u i h u b u n g a n a n t a r a p e n d i d i k a n p e s e r t a B P J S d e n g a n 

k e p u a s a n p e l a y a n a n p e s e r t a B P J S k e s e h a t a n d i b a l a i 

p e n g o b a t a n s u k u r a m i p a l e m b a n g t a h u n 2 0 1 6 . 

3 . M e n g e t a h u i h u b u n g a n a n t a r a j e n i s k e l a m i n p e s e r t a B P J S 

d e n g a n k e p u a s a n p e l a y a n a n p e s e r t a B P J S k e s e h a t a n d i b a l a i 

p e n g o b a t a n s u k u r a m i p a l e m b a n g t a h u n 2 0 1 6 . 

4 . M e n g e t a h u i h u b u n g a n p e k e r j a a n p e s e r t a B P J S d e n g a n 

k e p u a s a n p e l a y a n a n p e s e r t a B P J S k e s e h a t a n d i b a l a i 

p e n g o b a t a n s u k u r a m i p a l e m b a n g t a h u n 2 0 1 6 . 

5 . M e n g e t a h u i h u b u n g a n a n t a r a p e l a y a n a n d o k t e r d e n g a n 

k e p u a s a n p e l a y a n a n p e s e r t a B P J S k e s e h a t a n d i b a l a i 

p e n g o b a t a n s u k u r a m i p a l e m b a n g t a h u n 2 0 1 6 . 

6 . M e n g e t a h u i h u b u n g a n a n t a r a p e l a y a n a n p e r a w a t d e n g a n 

k e p u a s a n p e l a y a n a n p e s e r t a B P J S k e s e h a t a n d i b a l a i 

p e n g o b a t a n s u k u r a m i p a l e m b a n g t a h u n 2 0 1 6 . 

7 . M e n g e t a h u i h u b u n g a n a n t a r a p e l a y a n a n a d m i n i s t r a s i d e n g a n 

k e p u a s a n p e l a y a n a n p e s e r t a B P J S k e s e h a t a n d i b a l a i 

p e n g o b a t a n s u k u r a m i p a l e m b a n g t a h u n 2 0 1 6 . 
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8 . M e n g e t a h u i h u b u n g a n a n t a r a f a s i l i t a s b a l a i p e n g o b a t a n 

d e n g a n k e p u a s a n p e l a y a n a n p e s e r t a B P J S k e s e h a t a n d i b a l a i 

p e n g o b a t a n s u k u r a m i p a l e m b a n g t a h u n 2 0 1 6 . 

1.4. Manfaat Penelitian 

1. Manfaat bagi Peneliti 

P e n e l i t i a n i n i s e b a g a i s a r a n a p e n g e m b a n g a n d i r i d a n p e n e r a p a n 

p e n g e t a h u a n y a n g d i p e r o l e h p e n e l i t i m e n g e n a i m e t o d e l o g i p e n e l i t i a n , 

d a n m e n j a d i d a t a a w a l b a g i p e n e l i t i a n d a n s e l a n j u t n y a y a n g s e j e n i s 

a t a u t e r k a i t . 

2. Manfaat bagi Institusi Pendidikan 

P e n e l i t i a n i n i s e c a r a u m u m d i h a r a p k a n d a p a t m e n a m b a h 

p e n g e t a h u a n . H a s i l p e n e l i t i a n i n i d a p a t d i g u n a k a n s e b a g a i t a m b a h a n 

b a h a n p u s t a k a d i i n s t a n s i p e n d i d i k a n s e h i n g g a d a p a t m e m b e r i k a n 

p e n g e t a h u a n b a g i y a n g m e m b a c a . 

3. Manfaat bagi Praktisi dan Pihak Lain yang Terkait 

H a s i l p e n e l i t i a n i n i d a p a t m e n j a d i m a s u k a n d a n p e r t i m b a n g a n 

d a l a m p e n i n g k a t a n m u t u l a y a n a n k e s e h a t a n B P J S K e s e h a t a n s e l a k u 

p e n g e l o l a J K N . A d a n y a p e r b a i k a n m u t u l a y a n a n k e s e h a t a n d i K l i n i k 

B P J S m a k a s e c a r a t i d a k l a n g s u n g m a s y a r a k a t a k a n d a p a t m e n e r i m a 

p e l a y a n a n s e s u a i d e n g a n y a n g d i h a r a p k a n . s e r t a d a p a t d i j a d i k a n 

s e b a g a i r e f e r e n s i u n t u k d i l a k s a n a k a n n y a p e n e l i t i a n s e l a n j u t n y a . 

1.5. Keaslian Penelitian 

B e r d a s a r k a n h a s i l p e n e l u s u r a n d a r i b e r b a g a i p e n e l i t i a n y a n g a d a , 

d i j u m p a i p e n e l i t i a n y a n g b e r h u b u n g a n d e n g a n t i n g a t k e p u a s a n t e r h a d a p 

k u a l i t a s p e l a y a n a n p a s i e n B P J S p a d a b a l a i p e n g o b a t a n s u k u r a m i 

p a l e m b a n g t a h u n 2 0 1 6 , d i a n t a r a n y a : 
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Tabel 1.1. Keaslian Penelitian 

Nama .ludul Penelitian Tahun Hasil Penelitian 

Susi Hubungan kualitas 2009 Ada hubungan yang positif dan 

Andriani pelayanan kesehatan signifikan antara kualitas 

dengan kepuasan pelayanan kesehatan dengan 

pasien rawat inap di tingkat kepuasan pasien rawat 

badan pelayanan inap di Badan Pelayanan 

kesehatan rumah Kesehatan dengan p - 0,000 < 

sakit umum daerah p ^ 0,005 dan besar ni lai 

Kabupaten Magelang koefisien korelasi antara 
1 1 ' * . 1 1 I . L 

kualitas pelayanan kesehatan 

dengan tingkat kepuasan pasien 

sebesar 0,514 
Rizki Ari Hubungan mutu 2011 Hasil penelitian responden 

Andi pelayanan kesehatan yang menyatakan t ingkat 

dengan tingkat kehandalan petugas tidak baik 

kepuasan pasien yaitu sekitar 82,7%, 

Jamkesmas di menyatakan daya langgap 

instalasi rawat inap petugas tidak baik sekitar 

R S U D dr. Rasidin 80,2%, menyatakan jaminan 

Kota Padang Tahun petugas tidak baik sebesar 

201 1 80,2%, menyatakan empati 

petugas tidak baik yaitu sekitar 

79% dan menyatakan bukti 

fisik yang tidak baik yaitu 

sekitar 85,2%. Hasil tersebut 

menunjukkan bahwa terdapat 

hubungan yang bermakna 

antara mutu pelayanan dengan 

tingkat kepuasan pasien 

Jamkesmas. 
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Fabyenne Faktor - faktor yang 2014 Hasil penelitian diperoleh 
t T ' 1 Z * 

Vasilefa 
1 1 1 J 

berhubungan dengan Frekuensi kepuasan pasien 

kepuasaan pasien terhadap kualitas pelayanan 

BrJb kesehatan rawat inap berdasarkan 

terhadap kualitas karakteristik pasien yaitu umur 

pelayanan rawat inap responden terbanyak adaiah 41 

kelas in rumah sakit tahun — 60 tahun yaitu 
1 J • 1 

muhammadiyah 
1 1 AC 

sebanyak 45 orang. 
palembang Berdasarkan pendidikan 

reponden terbanyak adaiah 

tingkat pendidikan dasar yaitu 

sebanyak 67 orang dan 

Kî rn iiciij"Lan iĵ nic L̂ * l̂ m in U C l U o o o l i v a l l J C l 1 1 ^ I v C E a l l l l l l 

rp'innnHfn Hikptnhin hahwfi 
1 W L > L ^ W I I \ J ^ 1 1 V J J I W I C I I I U I L / C I . I I W C I 

jenis kelamin yang terbanyak 

adaiah perempuan yaitu 59 

orang. 

Ni Made Hubungan jenis 2015 Hasil penelitian sebagian besar 

Widiastuti fasilitas kesehatan pasien j r i n (o9,oyo) puas 

tingkat pertama, terhadap mutu layanan primer 

status kepesertaan pada F K T P BPJS Kesehatan di 

dan karateristik • Z *. T A T ' " 1 j _ 

Kota Denpasar. Tingkat 
sosio-demograiis kepuasan pasien JKN tertinggi 

dengan tingkat di dokter umum (90%) dan 

kepuasan pasien terendah di klinik swasta 

jaminan kesehatan (47,5%). Berdasarkan lima 

nasional di kota dimensi mutu, kepuasan 

denpasar responden tertinggi pada 

dimensi empathy (96,6%) 

sedangkan kepuasan terendah 

pada dimensi tangible (71,1%). 
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BAB II 

TINJAUAN PUSTAKA 

2.1. Definisi BPJS Kesehatan 

B P J S m e r u p a k a n s i n g k a t a n d a r i b a d a n p e n y e l e n g g a r a j a m i n a n 

s o s i a l s e b a g a i b a d a n h u k u m y a n g d i b e n t u k u n t u k m e n y e l e n g g a r a k a n 

p r o g r a m j a m i n a n s o s i a l . B P J S t e r d i r i d a r i B P J S K e s e h a t a n d a n B P J S 

K e t e n a g a k e r j a a n . B P J S K e s e h a t a n a d a i a h b a d a n h u k u m p u b l i k y a n g 

d i b e n t u k u n t u k m e n y e l e n g g a r a k a n p r o g r a m j a m i n a n k e s e h a t a n b a g i 

s e l u r u h r a k y a t I n d o n e s i a s e j a k t a n g g a l 1 J a n u a r i 2 0 1 4 . T u j u a n 

d i b e r l a k u k a n n y a p r o g r a m J a m i n a n K e s e h a t a n N a s i o n a l ( J K N ) u n t u k 

m e m e n u h i k e b u t u h a n d a s a r k e s e h a t a n k e p a d a s e t i a p o r a n g y a n g t e l a h 

m e m b a y a r i u r a n d a n i u r a n n y a d i b a y a r p e m e r i n t a h ( M a n u a l P e i a k s a n a a n 

J K N - B P J S K e s e h a t a n , 2 0 1 4 ) . 

2.2. Visi dan Misi Penyelenggaraan BPJS Kesehatan 

V i s i d a n m i s i p e n y e l e n g g a r a a n B P J S K e s e h a t a n , y a i t u : 

A . V i s i B P J S K e s e h a t a n 

P a l i n g l a m b a t 1 J a n u a r i 2 0 1 9 , s e l u r u h p e n d u d u k I n d o n e s i a 

m e m i l i k i j a m i n a n k e s e h a t a n n a s i o n a l u n t u k m e m p e r o l e h m a n f a a t 

p e m e l i h a r a a n k e s e h a t a n d a n p e r l i n d u n g a n d a l a m m e m e n u h i k e b u t u h a n 

d a s a r k e s e h a t a n n y a y a n g d i s e l e n g g a r a k a n o l e h B P J S K e s e h a t a n y a n g 

h a n d a l , u n g g u l d a n t e r p e r c a y a . 

B . M i s i B P J S K e s e h a t a n 

1 . M e m b a n g u n k e m i t r a a n s t r a t e g i s d e n g a n b e r b a g a i l e m b a g a d a n 

m e n d o r o n g p a r t i s i p a s i m a s y a r a k a t d a l a m p e r l u a s a n k e p e s e r t a a n 

J a m i n a n K e s e h a t a n N a s i o n a l ( J K N ) . 

2 . M e n j a l a n k a n d a n m e m a n t a p k a n s i s t e m j a m i n a n p e l a y a n a n 

k e s e h a t a n y a n g e f e k t i f , e f i s i e n d a n b e r m u t u k e p a d a p e s e r t a m e l a l u i 

k e m i t r a a n y a n g o p t i m a l d e n g a n f a s i l i t a s k e s e h a t a n . 
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3 . M e n g o p t i m a l k a n p c n g e l o l a a n d a n a p r o g r a m j a m i n a n s o s i a l d a n 

d a n a B P J S K e s e h a t a n s e c a r a e f e k t i f , e f i s i e n , t r a n s p a r a n d a n 

a k u n l a b e l u n t u k m e n d u k u n g k e s i n a m b u n g a n p r o g r a m . 

4 . M e m b a n g u n B P J S K e s e h a t a n y a n g e f e k t i f b e r l a n d a s k a n p r i n s i p -

p r i n s i p t a t a k e l o l a o r g a n i s a s i y a n g b a i k d a n m e n i n g k a t k a n 

k o m p e t e n s i p e g a w a i u n t u k m e n c a p a i k i n e r j a u n g g u l . 

5 . M e n g i m p l e m e n t a s i k a n d a n m e n g e m b a n g k a n s i s t e m p e r e n c a n a a n 

d a n e v a l u a s i , k a j i a n , m a n a j e m e n m u t u d a n m a n a j e m e n r i s i k o a t a s 

s e l u r u h o p e r a s i o n a l i s a s i B P J S K e s e h a t a n . 

6 . M e n g e m b a n g k a n d a n m e m a n t a p k a n t e k n o l o g i i n f o r m a s i d a n 

k o m u n i k a s i u n t u k m e n d u k u n g o p e r a s i o n a l i s a s i B P J S K e s e h a t a n . 

( M a n u a l P e i a k s a n a a n J K N - B P J S K e s e h a t a n , 2 0 1 4 ) . 

2.3. Peserta BPJS Kesehatan 

2.3.1. Kategori Peserta BPJS Kesehatan 

S e t i a p o r a n g , t e r m a s u k o r a n g a s i n g y a n g b e k e r j a p a l i n g s i n g k a t 6 

( e n a m ) b u l a n d i I n d o n e s i a , y a n g t e l a h m e m b a y a r i u r a n , b e r d a s a r k a n 

M a n u a l P e i a k s a n a a n J K N - B P J S K e s e h a t a n ( 2 0 1 4 ) m e l i p u t i : 

A . P e n e r i m a B a n t u a n I u r a n J a m i n a n K e s e h a t a n ( P B I ) , t e r d i r i d a r i : 

f a k i r m i s k i n d a n o r a n g t i d a k m a m p u , d e n g a n p e n e t a p a n p e s e r t a 

s e s u a i d e n g a n p e r a t u r a n p e r u n d a n g - u n d a n g a n . 

B . B u k a n P e n e r i m a B a n t u a n I u r a n J a m i n a n K e s e h a t a n ( N o n P B I ) , 

t e r d i r i d a r i : 

1 . P e k e r j a p e n e r i m a u p a h d a n a n g g o t a k e l u a r g a n y a y a i t u 

P e g a w a i N e g e r i S i p i l ( P N S ) , A n g g o t a T N I , A n g g o t a P o l r i , 

P e j a b a t N e g a r a , P e g a w a i P e m e r i n t a h n o n P e g a w a i N e g e r i 

d a n P e g a w a i S w a s t a s e r t a P e k e r j a y a n g t i d a k t e r m a s u k 

m e n e r i m a u p a h d a n t e r m a s u k W N A y a n g b e k e r j a d i 

I n d o n e s i a p a l i n g s i n g k a t 6 ( e n a m ) b u l a n . 

2 . P e k e r j a B u k a n P e n e r i m a U p a h d a n a n g g o t a k e l u a r g a n y a 

y a i t u P e k e r j a d i l u a r h u b u n g a n k e r j a a t a u p e k e r j a m a n d i r i 
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y a n g b u k a n p e n e r i m a u p a h d a n t e r m a s u k W N A y a n g 

b e k e r j a d i I n d o n e s i a p a l i n g s i n g k a t 6 ( e n a m ) b u l a n . 

a ) B u k a n p e k e r j a d a n a n g g o t a k e l u a r g a n y a 

1 . I n v e s t o r ; 

2 . P e m b e r i K e r j a ; 

3 . P e n e r i m a P e n s i u n , t e r d i r i d a r i : 

a ) P e g a w a i N e g e r i S i p i l y a n g b e r h e n t i d e n g a n 

h a k p e n s i u n ; 

b ) A n g g o t a T N I d a n A n g g o t a P o l r i y a n g b e r h e n t i 

d e n g a n h a k p e n s i u n ; 

c ) P e j a b a t N e g a r a y a n g b e r h e n t i d e n g a n h a k 

p e n s i u n ; 

d ) J a n d a , d u d a , a t a u a n a k y a t i m p i a t u d a r i 

p e n e r i m a p e n s i u n y a n g m e n d a p a t h a k p e n s i u n ; 

e ) P e n e r i m a p e n s i u n l a i n ; d a n 

f ) J a n d a . d u d a , a t a u a n a k y a t i m p i a t u d a r i 

p e n e r i m a p e n s i u n l a i n y a n g m e n d a p a t h a k 

p e n s i u n . 

1 ) V e t e r a n ; P e r i n t i s K e m e r d e k a a n ; 

2 ) J a n d a , d u d a , a t a u a n a k y a t i m p i a t u d a r i 

V e t e r a n a t a u P e r i n t i s K e m e r d e k a a n ; d a n 

3 ) B u k a n p e k e r j a y a n g t i d a k t e r m a s u k a n g k a 

1 s a m p a i d e n g a n 5 y a n g m a m p u 

m e m b a y a r i u r a n . 
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2.3.2. Hak dan Kewajiban Peserta 

M e n u r u t M a n u a l P e i a k s a n a a n J K N - B P J S K e s e h a t a n ( 2 0 1 4 ) , 

h a k d a n k e w a j i b a n p e s e r t a B P J S K e s e h a t a n , y a i t u : 

A. Hak Peserta 

1 . M e n d a p a t k a n k a r t u p e s e r t a s e b a g a i b u k t i s a h u n t u k 

m e m p e r o l e h p e l a y a n a n k e s e h a t a n : 

2 . M e m p e r o l e h m a n f a a t d a n i n f o r m a s i t e n t a n g h a k d a n 

k e w a j i b a n s e r t a p r o s e d u r p e l a y a n a n k e s e h a t a n s e s u a i 

d e n g a n k e t e n t u a n y a n g b e r l a k u ; 

3 . M e n d a p a l k a n p e l a y a n a n k e s e h a t a n d i f a s i l i t a s k e s e h a t a n 

y a n g b e k e r j a s a m a d e n g a n B P J S K e s e h a t a n ; d a n 

4 . M e n y a m p a i k a n k e l u h a n a t a u p e n g a d u a n , k r i t i k d a n s a r a n 

s e c a r a l i s a n a t a u t e r t u l i s k e k a n t o r B P J S K e s e h a t a n . 

B. Kewajiban Peserta 

1 . M e n d a f t a r k a n d i r i n y a s e b a g a i p e s e r t a s e r t a m e m b a y a r 

i u r a n y a n g b e s a m y a s e s u a i d e n g a n p e r a t u r a n y a n g 

b e r l a k u ; 

2 . M e l a p o r k a n p e r u b a h a n d a t a p e s e r t a . b a i k k a r e n a 

p e m i k a h a n , p e r c e r a i a n , k e m a t i a n , k c l a h i r a n , p i n d a h 

a l a m a t a t a u p i n d a h f a s i l i t a s k e s e h a t a n t i n g k a t I ; 

3 . M e n j a g a k a r t u p e s e r t a a g a r t i d a k r u s a k , h i l a n g a t a u 

d i m a n f a a t k a n o l e h o r a n g y a n g t i d a k b e r h a k ; 

4 . M e n t a a t i s e m u a k e t e n t u a n d a n t a t a c a r a p e l a y a n a n 

k e s e h a t a n . 
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2.3.3. luran Peserta BPJS Kesehatan 

M e n u r u t M a n u a l P e i a k s a n a a n J K N - B P J S K e s e h a t a n 

( 2 0 1 4 ) , p e m b a g i a n i u r a n u n t u k p e s e r t a B P J S K e s e h a t a n , y a i t u : 

1 . B a g i p e s e r t a P e n e r i m a B a n t u a n l u r a n ( P B I ) J a m i n a n 

K e s e h a t a n i u r a n d i b a y a r o l e h P e m e r i n t a h . 

2 . l u r a n b a g i p e s e r t a p e k e r j a p e n e r i m a u p a h y a n g b e k e r j a p a d a 

L e m b a g a P e m e r i n t a h a n t e r d i r i d a r i P e g a w a i N e g e r i S i p i l , 

a n g g o t a T N I . a n g g o t a P o l r i , p e j a b a t n e g a r a , d a n p e g a w a i 

p e m e r i n t a h n o n p e g a w a i n e g e r i s e b e s a r 5 % ( l i m a p e r s e n ) 

d a r i g a j i a t a u u p a h p e r b u l a n d e n g a n k e t e n t u a n : 3 % ( l i g a 

p e r s e n ) d i b a y a r o l e h p e m b e r i k e r j a d a n 2 % ( d u a p e r s e n ) 

d i b a y a r o l e h p e s e r t a . 

3 . l u r a n b a g i p e s e r t a p e k e r j a p e n e r i m a u p a h y a n g b e k e r j a d i 

B U M N . B U M D , d a n s w a s t a s e b e s a r 4 , 5 % ( e m p a t k o m a l i m a 

p e r s e n ) d a r i g a j i a t a u u p a h p e r b u l a n d e n g a n k e t e n t u a n : 4 % 

( e m p a t p e r s e n ) d i b a y a r o l e h p e m b e r i k e r j a d a n 0 , 5 % ( n o l 

k o m a i m a p e r s e n ) d i b a y a r o l e h p e s e r t a . 

4 . l u r a n u n t u k k e l u a r g a t a m b a h a n p e k e r j a p e n e r i m a u p a h y a n g 

t e r d i r i d a r i a n a k k e - 4 d a n s e t c r u s n y a , a y a h , i b u , d a n m e r t u a , 

b e s a r i u r a n s e b e s a r 1 % ( s a t u p e r s e n ) d a r i g a j i a t a u u p a h p e r 

o r a n g p e r b u l a n . d i b a y a r o l e h p e n e r i m a u p a h . 

5 . l u r a n b a g i k e r a b a t l a i n d a r i p e k e r j a p e n e r i m a u p a h ( s e p e r t i 

s a u d a r a k a n d u n g a t a u i p a r , a s i s t e n r u m a h t a n g g a . d a n I a i n -

l a i n ) ; p e s e r t a p e k e r j a b u k a n p e n e r i m a u p a h s e r t a i u r a n 

p e s e r t a b u k a n p e k e r j a a d a i a h s e b e s a r : 

a. R p . 2 5 . 5 0 0 , - ( d u a p u l u h l i m a r i b u l i m a r a t u s r u p i a h ) p e r 

o r a n g p e r b u l a n d e n g a n m a n f a a t p e l a y a n a n d i r u a n g 

p e r a w a t a n k e l a s I I I . 

b . R p . 4 2 . 5 0 0 , - ( e m p a t p u l u h d u a r i b u l i m a r a t u s r u p i a h ) 

p e r o r a n g p e r b u l a n d e n g a n m a n f a a t p e l a y a n a n d i r u a n g 

p e r a w a t a n k e l a s I I . 
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c. R p . 5 9 . 5 0 0 . - ( l i m a p u l u h s e m b i l a n ribu l i m a r a t u s 

r u p i a h ) p e r o r a n g p e r b u l a n d e n g a n m a n f a a t p e l a y a n a n 

k e s e h a t a n d i r u a n g p e r a w a t a n k e l a s I . 

6 . I u r a n J a m i n a n K e s e h a t a n b a g i V e t e r a n , P e r i n t i s 

K e m e r d e k a a n , d a n j a n d a , d u d a , a t a u a n a k y a t i m p i a t u d a r i 

V e t e r a n a t a u P e r i n t i s K e m e r d e k a a n , i u r a n n y a d i t e t a p k a n 

s e b e s a r 5 % ( l i m a p e r s e n ) d a r i 4 5 % ( e m p a t p u l u h l i m a 

p e r s e n ) g a j i p o k o k P e g a w a i N e g e r i S i p i l g o l o n g a n r u a n g I I I 

a d e n g a n m a s a k e r j a 1 4 ( e m p a t b e i a s ) t a h u n p e r b u l a n , 

d i b a y a r o l e h p e m e r i n t a h . 

7 . P e m b a y a r a n i u r a n p a l i n g l a m b a t t a n g g a l 1 0 ( s e p u l u h ) s e t i a p 

b u l a n . 

2.4. Fasilitas Kesehatan 

2.4.1. Fasilitas Kesehatan 

F a s i l i t a s k e s e h a t a n y a n g b e k e r j a s a m a d e n g a n B P J S K e s e h a t a n 

t e r d i r i d a r i : 

1 . F a s i l i t a s K e s e h a t a n T i n g k a t P e r t a m a : 

a. P u s a t K e s e h a t a n M a s y a r a k a t ( P u s k e s m a s ) n o n P e r a w a t a n d a n 

P u s k e s m a s p e r a w a t a n ( P u s k e s m a s d e n g a n t e m p a t t i d u r ) . 

b . F a s i l i t a s K e s e h a t a n m i l i k T e n t a r a N a s i o n a l I n d o n e s i a ( T N I ) 

T N I A n g k a t a n D a r a t : P o l i k l i n i k K e s e h a t a n d a n P o s K e s e h a t a n . 

T N I A n g k a t a n L a u t : B a l a i K e s e h a t a n A d a n D , B a l a i 

P e n g o b a t a n A , B , d a n C , L e m b a g a K e s e h a t a n K e l a u t a n d a n 

L e m b a g a K e d o k t e r a n G i g i . 

T N I A n g k a t a n U d a r a : S e k s i K e s e h a t a n T N I A U , L e m b a g a 

K e s e h a t a n P e n e r b a n g a n d a n A n t a r i k s a ( L a k s e p r a ) d a n L e m b a g a 

K e s e h a t a n g i g i d a n m u l u l ( L a k e s g i l u t ) . 

c. F a s i l i t a s k e s e h a t a n m i l i k P o l i s i R e p u b l i k I n d o n e s i a ( P O L R I ) , 

t e r d i r i d a r i p o l i k l i n i k i n d u k P O L R I . p o l i k l i n i k u m u m P O L R I , 
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p o l i k l i n i k l a i n m i l i k P O L R I d a n t e m p a t p e r a w a t a n s e m e n t a r a 

( T P S ) P O L R I . 

d . P r a k t e k d o k t e r u m u m a t a u k l i n i k u m u m , t e r d i r i d a r i p r a k t e k 

d o k t e r u m u m p e r s e o r a n g a n . p r a k t e k d o k t e r u m u m b e r s a m a , 

k l i n i k d o k t e r u m u m a t a u k l i n i k 2 4 j a m , p r a k t e k d o k t e r g i g i , 

k l i n i k p r a t a m a d a n R S P r a t a m a . 

2 . F a s i l i t a s K e s e h a t a n T i n g k a t L a n j u t a n : 

a. R u m a h S a k i t , t e r d i r i d a r i R S U m u m ( R S U ) , R S U m u m 

P e m e r i n t a h P u s a t ( R S U P ) . R S U m u m P e m e r i n t a h D a e r a h 

( R S U D ) , R S U m u m T N I , R S U m u m B h a y a n g k a r a ( P O L R I ) , R S 

U m u m S w a s l a , R S K h u s u s , R S K h u s u s J a n t u n g 

( K a r d i o v a s k u l a r ) , R S K h u s u s K a n k e r ( O n k o l o g i ) . R S K h u s u s 

P a r u . R S K h u s u s M a t a , R S K h u s u s B e r s a l i n , R S K h u s u s K u s t a , 

R S K h u s u s J i w a , d a n R S K h u s u s l a i n y a n g t e l a h t e r a k r e d i t a s i , 

R S b e r g e r a k d a n R S L a p a n g a n . 

b . B a l a i K e s e h a t a n , t e r d i r i d a r i : B a l a i K e s e h a t a n P a r u M a s y a r a k a t , 

B a l a i K e s e h a t a n M a t a M a s y a r a k a t , B a l a i K e s e h a t a n I b u d a n 

A n a k d a n B a l a i K e s e h a t a n J i w a . 

3 . F a s i l i t a s k e s e h a t a n p e n u n j a n g y a n g t i d a k b e k e r j a s a m a s e c a r a 

l a n g s u n g d e n g a n B P J S K e s e h a t a n n a m u n m e r u p a k a n j e j a r i n g d a r i 

f a s i l i t a s k e s e h a t a n t i n g k a t p e r t a m a m a u p u n f a s i l i t a s k e s e h a t a n 

t i n g k a t l a n j u t a n y a n g b e k e r j a s a m a d e n g a n B P J S K e s e h a t a n . m e l i p u t i 

L a b o r a t o r i u m K e s e h a t a n , A p o t e k , U n i t T r a n s f u s i D a r a h d a n O p t i k . 

( M a n u a l P e i a k s a n a a n J K N - B P J S K e s e h a t a n , 2 0 1 4 ) . 



1 5 

2.5. Jenis - Jenis Pelayanan Kesehatan BPJS 

2.5.1. Pelayanan Kesehatan Yang Dijamin 

A . P e l a y a n a n K e s e h a t a n T i n g k a t P e r t a m a 

P e l a y a n a n k e s e h a t a n t i n g k a t p e r t a m a , m e l i p u t i p e l a y a n a n 

k e s e h a t a n n o n s p e s i a l i s t i k y a n g m e n c a k u p : 

1 ) A d m i n i s t r a s i p e l a y a n a n 

2 ) P e l a y a n a n p r o m o t i f d a n p r e v e n t i f 

3 ) P e m e r i k s a a n , p e n g o b a t a n , d a n k o n s u l t a s i m e d i s 

4 ) T i n d a k a n m e d i s n o n s p e s i a l i s t i k , b a i k o p e r a t i f m a u p u n n o n 

o p e r a t i f 

5 ) P e l a y a n a n o b a t d a n b a h a n m e d i s h a b i s p a k a i ; 

6 ) T r a n s f u s i d a r a h s e s u a i d e n g a n k e b u t u h a n m e d i s 

7 ) P e m e r i k s a a n p e n u n j a n g l a b o r a t o r i u m t i n g k a t p e r t a m a 

8 ) R a w a t i n a p t i n g k a t p e r t a m a s e s u a i d e n g a n i n d i k a s i m e d i s . 

B . P e l a y a n a n k e s e h a t a n r u j u k a n t i n g k a t l a n j u t a n , m e l i p u t i 

p e l a y a n a n k e s e h a t a n r a w a t j a l a n d a n r a w a t i n a p y a n g 

m e n c a k u p : 

1 ) A d m i n i s t r a s i p e l a y a n a n 

2 ) P e m e r i k s a a n , p e n g o b a t a n , d a n k o n s u l t a s i s p e s i a l i s t i k o l e h 

d o k t e r s p e s i a l i s d a n s u b s p e s i a l i s 

3 ) T i n d a k a n m e d i s s p e s i a l i s t i k , b a i k b e d a h m a u p u n n o n b e d a h 

s e s u a i d e n g a n i n d i k a s i m e d i s 

4 ) P e l a y a n a n o b a t d a n b a h a n m e d i s h a b i s p a k a i 

5 ) P e l a y a n a n p e n u n j a n g d i a g n o s t i k l a n j u t a n s e s u a i d e n g a n 

i n d i k a s i m e d i s 

6 ) R e h a b i l i t a s i m e d i s 

7 ) P e l a y a n a n d a r a h 

8 ) P e l a y a n a n k e d o k t e r a n f o r e n s i k k l i n i k 

9 ) P e l a y a n a n j e n a z a h p a d a p a s i e n y a n g m e n i n g g a l s e t e l a h 

d i r a w a t i n a p d i f a s i l i t a s k e s e h a t a n y a n g b e k e r j a s a m a 
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d e n g a n B P J S k e s e h a t a n , b e r u p a p e m u l a s a r a n j e n a z a h t i d a k 

t e r m a s u k p e t i m a t i d a n m o b i l j e n a z a h ; 

1 0 ) P e r a w a t a n i n a p n o n i n t e n s i f 

1 1 ) P e r a w a t a n i n a p d i r u a n g i n t e n s i f 

a ) P e r s a l i n a n y a n g d i t a n g g u n g B P J S K e s e h a t a n d i 

f a s i l i t a s k e s e h a t a n t i n g k a t p e r t a m a m a u p u n f a s i l i t a s 

k e s e h a t a n t i n g k a t l a n j u t a n a d a i a h p e r s a l i n a n s a m p a i 

d e n g a n a n a k k e t i g a , t a n p a m e l i h a t a n a k h i d u p a t a u 

m e n i n g g a l . 

b ) A m b u l a n h a n y a d i b e r i k a n u n t u k p a s i e n r u j u k a n d a r i 

f a s i l i t a s k e s e h a t a n s a t u k e f a s i l i t a s k e s e h a t a n l a i n n y a , 

d e n g a n t u j u a n m e n y e l a m a t k a n n y a w a p a s i e n . 

( M a n u a l P e i a k s a n a a n J K N - B P J S K e s e h a t a n , 2 0 1 4 ) 

2.5.2. Pelayanan Kesehatan Yang Tidak Dijamin 

P e l a y a n a n k e s e a t a n y a n g t i d a k d i j a m i n o l e h B P J S k e s e h a t a n y a i t u : 

1 . P e l a y a n a n k e s e h a t a n y a n g d i l a k u k a n t a n p a m e l a l u i p r o s e d u r 

s e b a g a i m a n a d i a t u r d a l a m p e r a t u r a n y a n g b e r l a k u . 

2 . P e l a y a n a n k e s e h a t a n y a n g d i l a k u k a n d i f a s i l i t a s k e s e h a t a n 

y a n g t i d a k b e k e r j a s a m a d e n g a n B P J S k e s e h a t a n , k e c u a l i 

d a l a m k e a d a a n d a r u r a t . 

3 . P e l a y a n a n K e s e h a t a n y a n g t e l a h d i j a m i n o l e h p r o g r a m 

j a m i n a n k e c e l a k a a n k e r j a t e r h a d a p p e n y a k i t a t a u c e d e r a a k i b a t 

k e c e l a k a a n k e r j a a t a u h u b u n g a n k e r j a s a m p a i n i l a i y a n g 

d i t a n g g u n g o l e h p r o g r a m j a m i n a n k e c e l a k a a n k e r j a . 

4 . P e l a y a n a n k e s e h a t a n y a n g t e l a h d i j a m i n o l e h p r o g r a m j a m i n a n 

k e c e l a k a a n l a l u l i n t a s y a n g b e r s i f a t w a j i b s a m p a i n i l a i y a n g 

d i t a n g g u n g o l e h p r o g r a m j a m i n a n k e c e l a k a a n l a l u l i n t a s . 

5 . P e l a y a n a n k e s e h a t a n y a n g d i l a k u k a n d i l u a r n e g e r i 

6 . P e l a y a n a n k e s e h a t a n u n t u k t u j u a n e s t e t i k ; 

7 . P e l a y a n a n u n t u k m e n g a t a s i i n f e r t i l i t a s ; 
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8 . P e l a y a n a n m e r a t a k a n g i g i ( o r t o d o k s ) 

9 . G a n g g u a n k e s e h a t a n a t a u p e n y a k i t a k i b a t k e t e r g a n t u n g a n o b a t 

a t a u a l k o h o l . 

1 0 . G a n g g u a n k e s e h a t a n a k i b a t s e n g a j a m e n y a k i t i d i r i s e n d i r i , , 

a t a u a k i b a t m e l a k u k a n h o b i y a n g m e m b a h a y a k a n d i r i s e n d i r i . 

1 1 . P e n g o b a t a n k o m p l e m e n t e r . a l t e m a t i f d a n t r a d i s i o n a l , t e r m a s u k 

a k u p u n t u r , s h i n s h e , chiropractic, y a n g b e l u m d i n y a t a k a n 

e f e k t i f b e r d a s a r k a n p e n i l a i a n t e k n o l o g i k e s e h a t a n (health 

technology assesment). 

1 2 . P e n g o b a t a n d a n t i n d a k a n m e d i s y a n g d i k a t e g o r i k a n s e b a g a i 

p e r c o b a a n ( e k s p e r i m e n ) 

1 3 . A l a t k o n t r a s e p s i , k o s m e t i k , m a k a n a n b a y i d a n s u s u 

1 4 . P e m b e k a l a n k e s e h a t a n r u m a h t a n g g a 

1 5 . P e l a y a n a n k e s e h a t a n a k i b a t b e n c a n a p a d a m a s a t a n g g a p 

d a r u r a t . k e j a d i a n l u a r b i a s a a t a u w a b a h 

1 6 . B i a y a p e l a y a n a n l a i n n y a y a n g t i d a k a d a h u b u n g a n d e n g a n 

m a n f a a t j a m i n a n k e s e h a t a n y a n g d i b e r i k a n . 

1 7 . K l a i m p e r o r a n g a n . 

( M a n u a l P e i a k s a n a a n J K N - B P J S K e s e h a t a n , 2 0 1 4 ) . 

2.6. Balai pengobatan 

2.6.1. Definisi balai pengobatan 

B a l a i p e n g o b a t a n u m u m m e r u p a k a n s a l a h s a t u d a r i j e n i s - j e n i s 

l a y a n a n d i p u s k e s m a s y a n g m e r u p a k a n t e m p a t u n t u k m e l a y a n i 

p e m e r i k s a a n u m u m o l e h d o k t e r , y a n g m e l i p u t i o b s e r v a s i , d i a g n o s e , 

p e n g o b a t a n , r e h a b i l i t a s m e d i k t a n p a t i n g g a l d i r u a n g a n i n a p p a d a s a r a n a 

k e s e h a t a n B a l a i p e n g o b a t a n u m u m m e l a y a n i p e n g o b a t a n p e r o r a n g a n , 

j a m k e s m a s , d a n a s k e s y a n g d i b e r i k a n o l e h d o k t e r d a n p e r a w a t y a n g 

m e m i l i k i k o m p e t e n s i p e l a y a n a n k e s e h a t a n g u n a m e l a k u k a n u s a h a 

p e n c e g a h a n p e n y a k i t , p e n y u l u h a n d a n p e n g o b a t a n ( S u d j a r w o , 2 0 1 4 ) . 
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B a l a i p e n g o b a t a n u m u m m e m b e r i k a n p e l a y a n a n k e s e h a t a n t e r u t a m a 

p e n g o b a t a n d a n p e n y u l u h a n k e p a d a p a s i e n a g a r t i d a k t e r j a d i p e n u l a r a n d a n 

k o m p l i k a s i p e n y a k i t . S e r t a m e n i n g k a t k a n p e n g e t a h u a n d a n k e s a d a r a n 

m a s y a r a k a t d a l a m b i d a n g k e s e h a t a n . P e l a y a n a n u n i t d i b a l a i p e n g o b a t a n 

u m u m d i l a k u k a n d o k t e r u m u m , 1 d o k t e r d a n 2 p e r a w a t ( S u d j a r w o , 2 0 1 4 ) 

2.6.2. Pelayanan Kesehatan Yang Diberikan Balai Pengobatan 

A. Pelayanan Yang Diberikan Dokter 

P e l a y a n a n k e d o k t e r a n (medical services) a d a i a h b a g i a n d a r i 

p e l a y a n a n k e s e h a t a n (health services) y a n g t u j u a n u t a m a n y a a d a i a h 

u n t u k m e n y e m b u h k a n p e n y a k i t d a n m e m u l i h k a n k e s e h a t a n , s e r t a 

s a s a r a n u t a m a n y a a d a i a h p e r s e o r a n g a n a t a u k e l u a r g a ( A z w a r , 2 0 0 0 ) . 

D a l a m U U N o . 2 3 t a h u n 1 9 9 2 t e n t a n g k e s e h a t a n , d i n y a t a k a n 

b a h w a t e n a g a k e s e h a t a n ( t e r m a s u k d o k t e r ) d a l a m m e l a k s a n a k a n 

k e w a j i b a n n y a w a j i b m e m a t u h i s t a n d a r p r o f e s i d a n m e n g h o r m a t i h a k -

h a k p a s i e n . M e s k i p u n d o k t e r t i d a k d a p a t b e k e r j a s e n d i r i u n t u k t u g a s -

t u g a s n y a t e r s e b u t , d o k t e r d i a k u i m e m i l i k i p e r a n s e n t r a l d a l a m 

m e m b e n t u k c i t r a d a n k i n e r j a r u m a h s a k i t . H a k - h a k p a s i e n a d a i a h h a k 

a t a s i n f o r m a s i , h a k u n t u k m e m b e r i k a n p e r s e t u j u a n , h a k a t a s r a h a s i a 

k e d o k t e r a n d a n h a k a t a s p e n d a p a t k e d u a ( S o e r o s o , 2 0 0 2 ) . 

B. Pelayanan Yang Diberikan Perawat 

D a l a m U U N o . 2 3 t a h u n 1 9 9 2 t e n t a n g K e s e h a t a n d i n y a t a k a n 

b a h w a k e p e r a w a t a n t e l a h d i a k u i s e b a g a i s a l a h s a t u p r o f e s i d i b i d a n g 

k e s e h a t a n . S e b a g a i p r o f e s i o n a l , s e o r a n g p e r a w a t h a r u s m a m p u 

m e n e r i m a r e s p o n s i b i l i t a s d a n a k u n b i l i t a s a t a s a s u h a n k e p e r a w a t a n 

y a n g t e l a h d i b e r i k a n n y a k e p a d a p a s i e n . R e s p o n b i l i t a s a d a i a h 

t a n g g u n g j a w a b , m i s a l n y a p a d a s a a t m e m b e r i k a n o b a t a t a u t i n d a k a n 

k e p e r a w a t a n , p e r a w a t b e r t a n g g u n g j a w a b t e r h a d a p k e b u t u h a n p a s i e n , 

m e m b e r i k a n s e c a r a a m a n d a n b e n a r s e r t a m e n g e v a l u a s i r e s p o n s 

p a s i e n t e r h a d a p s e t i a p p e m b e r i a n o b a t a t a u t i n d a k a n t e r s e b u t . 
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A k u n l a b i l i t a s a t a u t a n g g u n g g u g a t b e r a r t i p e r a w a t d a p a t d i g u g a t a t a s 

s e g a l a h a l y a n g d i l a k u k a n n y a k e p a d a p a s i e n . P e r a w a t b e r t a n g g u n g 

g u g a t t e r h a d a p p a s i e n , d o k t e r s e b a g a i m i t r a k e r j a n y a . d a n m a s y a r a k a t . 

A g a r d a p a t b e r t a n g g u n g g u g a t , p e r a w a t h a r u s s e n a n t i a s a b e r t i n d a k 

s e s u a i s t a n d a r p r o f e s i d a n e t i k a p r o f e s i n y a . A k u n t a b i l i t a s m e m e r l u k a n 

e v a i u a s i k i n e r j a b e r d a s a r k a n m u t u y a n g t e l a h d i t e t a p k a n ( S o e r o s o , 

2 0 0 2 ) . 

C. Pelayanan Administrasi Yang Diberikan 

S e t e l a h p a s i e n m e n d a p a t k a n p e l a y a n a n d i b a l a i p e n g o b a t a n , 

m a k a s a l a h s a t u k e w a j i b a n y a n g h a r u s d i p e n u h i a d a i a h k e w a j i b a n 

m e m b e r i k a n p e m b a y a r a n u a n g p a n t a s k e p a d a p i h a k p e m b e r i j a s a , 

d a l a m h a l i n i a d a i a h b a l a i p e n g o b a t a n . H a l i n i p e r l u d i t e g a k k a n d e m i 

t e r c a p a i n y a k e s e b a n d i n g a n a n t a r a h a k d a n k e w a j i b a n d a l a m h u b u n g a n 

p a s i e n d a n p i h a k p e m b e r i j a s a . T e n t u n y a k e w a j i b a n i n i d i s e s u a i k a n 

d e n g a n k e m a m p u a n e k o n o m i p a s i e n i t u s e n d i r i . P a s i e n d e n g a n 

p e l a y a n a n k e s e h a t a n y a n g s e p e n u h n y a d i j a m i n o l e h p e r u s a h a a n a k a n 

s e l a l u a d a k e c e n d e r u n g a n m e n g h a b i s k a n b i a y a y a n g l e b i h b e s a r 

k a r e n a t i d a k a d a n y a r e s i k o p e m b a y a r a n a t a u b e b a n p r i b a d i 

( S u l a s t o m o , 2 0 0 3 ) . 

. 7 . Kualitas Pelayanan Kesehatan 

U n t u k d a p a t m e n i n g k a t k a n d e r a j a t k e s e h a t a n m a s y a r a k a t , b a n y a k 

h a l y a n g p e r l u d i l a k u k a n . S a l a h s a t u n y a y a n g d i p a n d a n g m e m p u n y a i 

p e r a n y a n g c u k u p p e n t i n g i a l a h p e n y e l e n g g a r a a n p e l a y a n a n k e s e h a t a n . 

P e l a y a n a n a d a i a h s u a t u k e g i a t a n a t a u u r u t a n k e g i a t a n y a n g t e r j a d i d a l a m 

i n t e r a k s i l a n g s u n g a n t a r a s e s e o r a n g d e n g a n o r a n g l a i n a t a u m e s i n s e c a r a 

f i s i k , d a n m e y e d i a k a n k e p u a s a n p e l a n g g a n ( A z w a r , 2 0 0 0 ) . 

U p a y a k e s e h a t a n a d a i a h s e t i a p k e g i a t a n d a n a t a u s e r a n g k a i a n 

k e g i a t a n y a n g d i l a k u k a n s e c a r a t e r p a d u , t c r i n t e g r a s i , d a n 

b e r k e s i n a m b u n g a n u n t u k m e m e l i h a r a d a n m e n i n g k a t k a n d e r a j a t 
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k e s e h a t a n m a s y a r a k a t d a l a m b e n t u k p e n c e g a h a n p e n y a k i t , p e n i n g k a t a n 

k e s e h a t a n , p e n g o b a t a n p e n y a k i t . d a m p e m u l i h a n k e s e h a t a n o l e h 

p e m e r i n t a h d a n a t a u m a s y a r a k a t ( U U R I N o . 3 6 , 2 0 0 9 ) . A g a r p e l a y a n a n 

k e s e h a t a n d a p a t m e n c a p a i l u j u a n y a n g d i i n g i n k a n b a n y a k s y a r a t y a n g 

h a r u s d i p e n u h i , m e n u r u t A z w a r ( 2 0 0 0 ) , s y a r a t y a n g d i m a k s u d p a l i n g 

t i d a k m e n c a k u p d e l a p a n h a l p o k o k . y a k n i s e b a g a i b c r i k u t : 

a. K e t e r s e d i a a n p e l a y a n a n k e s e h a t a n {Available) 

A r t i n y a p e l a y a n a n k e s e h a t a n b e r m u t u a p a b i l a p e l a y a n a n k e s e h a t a n 

t e r s e b u t t e r s e d i a d i m a s y a r a k a t . 

b . K e w a j a r a n p e l a y a n a n k e s e h a t a n (Appropriate) 

A r t i n y a p e l a y a n a n k e s e h a t a n b e r m u t u a p a b i l a p e l a y a n a n t e r s e b u t 

b e r s i f a t w a j a r , d a l a m a r t i d a p a t m e n g a t a s i m a s a l a h k e s e h a t a n y a n g 

d i h a d a p i . 

c. K e s i n a m b u n g a n p e l a y a n a n k e s e h a t a n (Continue) 

A r t i n y a p e l a y a n a n k e s e h a t a n b e r m u t u a p a b i l a p e l a y a n a n t e r s e b u t 

b e r s i f a t k e s i n a m b u n g a n , d a l a m a r t i t e r s e d i a s e t i a p saa t , b a i k m e n u r u t 

w a k t u a t a u k e b u t u h a n p e l a y a n a n k e s e h a t a n . 

d . P e n e r i m a a n p e l a y a n a n k e s e h a t a n (Acceptable) 

A r t i n y a p e l a y a n a n k e s e h a t a n b e r m u t u a p a b i l a p e l a y a n a n k e s e h a t a n 

t e r s e b u t d a p a t d i t e r i m a o l e h p e m a k a i j a s a p e l a y a n a n k e s e h a t a n . 

e. K e t e r c a p a i a n p e l a y a n a n k e s e h a t a n (Accesible) 

A r t i n y a p e l a y a n a n k e s e h a t a n b e r m u t u a p a b i l a p e l a y a n a n t e r s e b u t 

d a p a t d i c a p a i o l e h p e m a k a i j a s a p e l a y a n a n k e s e h a t a n t e r s e b u t . 

f . K e t e r j a n g k a u a n p e l a y a n a n k e s e h a t a n (Affordable) 

A r t i n y a p e l a y a n a n k e s e h a t a n b e r m u t u a p a b i l a p e l a y a n a n t e r s e b u t 

d a p a t d i j a n g k a u o l e h p e m a k a i j a s a p e l a y a n a n k e s e h a t a n . 

g . E f e s i e n s i p e l a y a n a n k e s e h a t a n (Effecient) 

A r t i n y a p e l a y a n a n k e s e h a t a n b e r m u t u a p a b i l a p e l a y a n a n k e s e h a t a n 

t e r s e b u t d a p a t d i s e l e n g g a r a k a n s e c a r a e f i s i e n . 
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h . M u t u p e l a y a n a n k e s e h a t a n [Quality) 

A r t i n y a p e l a y a n a n k e s e h a t a n b e r m u t u a p a b i l a p e l a y a n a n t e r s e b u t 

d a p a t m e n y e m b u h k a n p a s i e n s e r t a t i n d a k a n y a n g d i l a k u k a n a m a n . 

M e n u r u t P a r a s u r a m a n d a l a m I r a w a n ( 2 0 0 8 ) , k u a l i t a s 

p e l a y a n a n k e s e h a t a n d i d a l a m s i s t e m k e s e h a t a n n a s i o n a l d i a r t i k a n 

s e b a g a i u p a y a p e l a y a n a n k e s e h a t a n y a n g b e r s i f a t t e r p a d u , 

m e n y e l u r u h . m e r a t a d a n t e r j a n g k a u o l e h s e l u r u h l a p i s a n m a s y a r a k a t . 

M e n u r u t B e r r y , / e i t h a m i d a n P a r a s u r a m a n a t a u b i a s a d i k e n a l d e n g a n 

t e o r i S E R V Q U A L t e r d a p a t l i m a d i m e n s i y a n g d i g u n a k a n k o n s u m e n 

d a l a m m e n i l a i k u a l i t a s p e l a y a n a n k e s e h a t a n , y a i t u : 

1 . T e r w u j u d b u k t i fisik {tangible) 

D i m e n s i b e r w u j u d d i d e f e n l s i k a n s e b a g a i k e m a m p u a n r u m a h 

s a k i t d a l a m m e n u n j u k k a n e k s i s t e n s i n y a k e p a d a p i h a k e k s l e m a l . 

P e n a m p i l a n d a n k e m a m p u a n s a r a n a d a n p r a s a r a n a r u m a h s a k i t 

d a n k e a d a a n l i n g k u n g a n s e k i l a r n y a a d a i a h b u k t i n y a t a d a r i 

p e l a y a n a n y a n g d i b e r i k a n o l e h p e m b e r i j a s a , y a n g m e l i p u t i 

f a s i l i t a s fisik, p e r l e n g k a p a n . B u k t i fisik y a n g d i s c d i a k a n o l e h 

r u m a h s a k i t . a n t a r a l a i n : l o k a s i a t a u l i n g k u n g a n y a n g n y a m a n , 

t e n a n g , d a n s e l a l u d a l a m k e a d a a n b e r s i h . D e m i k i a n j u g a r u a n g 

r a w a t i n a p , h a r u s b e r s i h , t e n a n g , t e r s e d i a k a m a r m a n d i d a n w c . 

P e n a m p i l a n fisik r u m a h s a k i t d a p a t m e m b e r i k a n k e s a n t e r s c n d i r i 

a t a s p e l a y a n a n y a n g t e l a h d i s e l e n g g a r a k a n . 

2 . K e h a n d a l a n (reliability) 

D i m e n s i k e h a n d a l a n y a k n i k e m a m p u a n m e m b e r i k a n p e l a y a n a n 

y a n g d i j a n j i k a n d e n g a n s e g e r a . a k u r a t , t e r p e r c a y a , d a n 

m e m u a s k a n . D a l a m i n d u s t r i r u m a h s a k i t s a n g a t b e r a g a m p r o f e s i 

y a n g h a r u s b e k e r j a s a m a d a l a m m e l a k u k a n p e l a y a n a n k e p a d a 

p a s i e n , y a i t u d o k t e r , p e r a w a t , t e n a g a l a b o r a t o r i u m , t e n a g a 
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a d m i m s t r a s i . K e h a n d a l a n m e r u p a k a n c e r m i n a n k e m a m p u a n 

s u m b e r d a y a m a n u s i a r u m a h s a k i t y a n g h a n d a l d a n p r o f e s i o n a l . 

3 . K e t a n g g a p a n (respomiveness) 

D i m e n s i d a y a t a n g g a p y a i t u s u a t u k e m a u a n u n t u k m e m b e r i k a n 

p e i a y a n a n y a n g c e p a t d a n t e p a t k e p a d a p e l a n g g a n ( d a l a m h a l i n i 

p a s i e n ) . d e n g a n m e n y a m p a i k a n i n f o r m a s i y a n g j e l a s d a n 

k e i n g i n a n p a r a s t a f u n t u k m e m b a n t u p a s i e n s e r t a m e m b e r i k a n 

p e l a y a n a n d e n g a n t a n g g a p . K e s e d i a a n m e n d e n g a r k a n k e l u h a n 

d a n k e c e p a l a n m e n a n g g a p i d a n m e n y e l e s a i k a n k e l u h a n p a s i e n 

d a n k e l u a r g a n y a , m e r u p a k a n u n s u r p e n t i n g d a l a m d i m e n s i d a y a 

t a n g g a p . 

4 . J a m i n a n (assurance) 

D i m e n s i j a m i n a n y a i t u m e n c a k u p p e n g e t a h u a n . k e s o p a n a n , 

k e m a m p u a n p a r a p e g a w a i u n t u k d a p a t m e n u m b u h k a n r a s a 

p e r c a y a p a s i e n k e p a d a r u m a h s a k i t . K o m p e t e n s i , k r e d i b i l i t a s 

p a r a d o k t e r d a n p e r a w a t n y a d a l a m m e l a k u k a n p e r a w a t a n k e p a d a 

p a s i e n s a n g a t d i b u t u h k a n , d a l a m u p a y a m e n a n a m k a n r a s a 

p e r c a y a p a s i e n k e p a d a r u m a h s a k i t . 

5. P e r h a t i a n (emphaty) 

D i m e n s i e m p a t i y a i t u m e m b e r i k a n p e r h a t i a n y a n g t u l u s d a n 

b e r s i f a t i n d i v i d u a l a t a u p r i b a d i y a n g d i b e r i k a n k e p a d a p a r a 

p a s i e n d e n g a n b e r u p a y a m e m a h a m i k e b u t u h a n p a s i e n s e c a r a 

s p e s i f i k . E m p a t i d a l a m p e l a y a n a n k e s e h a t a n t u r u t m e n e n t u k a n 

c e p a t t i d a k n y a k e s e m b u h a n s e o r a n g p a s i e n . P e r a s a a n s e n a n g 

m e r u p a k a n s a l a h s a t u f a k t o r m e n u j u k e s e m b u h a n s e s e o r a n g . 

O l e h k a r e n a i t u p a r a d o k t e r , p e r a w a t d a n k a r y a w a n l a i n n y a 

h a r u s m e m b e r i k a n p e r h a t i a n k h u s u s k e p a d a p a r a p a s i e n , t a n p a 

m e m b e d a k a n a t a u m e l i h a t s t a t u s s o s i a l e k o n o m i d a n j e n i s 

p e n y a k i t y a n g d i d e r i t a . D i m e n s i i n i t e r d i r i d a r i t i g a h a l b e r i k u t : 
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a. Accessibility, m e n c a k u p k e m u d a h a n u n t u k m e n d e k a t i a t a u 

m e n g h u b u n g i . 

b . Communication Skills, m e n c a k u p p e m b e r i a n i n f o r m a s i 

k e p a d a p e l a n g g a n d e n g a n b a h a s a y a n g d a p a t d i m e n g e r l i d a n 

d a p a t m e n d e n g a r k a n t a n g g a p a n d a n p e r t a n y a a n p a d a 

p e l a n g g a n . 

c. Understanding the Costumer, h a ! i n i m e n c a k u p p e r l u n y a 

u s a h a u n t u k m e n g e t a h u i p e l a n g g a n d a n k e b u t u h a n 

k h u s u s n y a . 

2.8. Karakteristik Pasien 

K a r a k t e r i s t i k a d a i a h s u a t u h a l y a n g b e r b e d a t e n t a n g s e s e o r a n g , 

t e m p a t , a t a u h a l y a n g m e n g g a m b a r k a n n y a . d a n s e s u a t u y a n g 

m e m b u a t n y a u n i k a t a u b e r b e d a . K a r a k t e r i s t i k d a l a m i n d i v i d u a d a i a h 

s a r a n a u n t u k m e n j e l a s k a n satu t e r p i s a h d e n g a n y a n g l a i n , d e n g a n c a r a 

b a h w a s e s e o r a n g t e r s e b u t a k a n d i j e l a s k a n d a n d i a k u i . S e b u a h f i t u r 

k a r a k t e r i s t i k d a r i o r a n g y a n g b i a s a n y a s a t u y a n g b e r d i r i d i a n t a r a s i f a t -

s i f a t y a n g I a i n ( A g u s w i n a , 2 0 1 1 ) . 

N o t o a t m o d j o ( 2 0 1 0 ) m e n y e b u t k a n c i r i - c i r i i n d i v i d u d i g o l o n g k a n 

d a l a m t i g a k e l o m p o k . y a i t u : 

1 . C i r i - c i r i d e m o g r a f i , s e p e r t i j e n i s k e l a m i n d a n u m u r . 

2 . M a n f a a t - m a n f a a t k e s e h a t a n , s e p e r t i k e y a k i n a n b a h w a 

p e l a y a n a n k e s e h a t a n d a p a t m e n o l o n g p r o s e s p e n y e m b u h a n 

p e n y a k i t . 

M e n u r u t A g u s w i n a ( 2 0 1 1 ) k a r a k t e r i s t i k p a s i e n i t u s e n d i r i y a i t u 

m e l i p u t i j e n i s k e l a m i n , s t a t u s p e r k a w i n a n , p e n d i d i k a n , p e k e r j a a n , 

a g a m a , s u k u a t a u b u d a y a d a n s t a t u s e k o n o m i . 

1 . J e n i s K e l a m i n 

S e b a g a i m a k h l u k T u h a n Y a n g M a h a E s a , m a n u s i a d i b e d a k a n 

m e n u r u t j e n i s k e l a m i n n y a y a i t u p r i a d a n w a n i t a . I s t i l a h g e n d e r b e r a s a l 

d a r i b a h a s a I n g g r i s y a n g b e r a r t i j e n i s k e l a m i n , g e n d e r a d a i a h 
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p e m b a g i a n p e r a n k e d u d u k a n d a n t u g a s a n t a r a l a k i - l a k i d a n 

p e r e m p u a n v a n g d i t e t a p k a n o l e h m a s y a r a k a t b e r d a s a r k a n s i f a t 

p e r e m p u a n d a n l a k i - l a k i y a n g d i a n g g a p p a n t a s s e s u a i n o r m a - n o r m a 

d a n a d a t i s t i a d a t . k e p e r c a y a a n . a t a u k e b i a s a a n m a s y a r a k a t . M e n u r u t 

S u d a m i ( 2 0 0 9 ) b a h w a c i r i - c i r i b i o l o g i s y a n g m e n u n j u k k a n c i r i l a k i -

l a k i a t a u p e r e m p u a n . 

J e n i s k e l a m i n j u g a d a p a t m e m p e n g a m h i k e p u a s a n , d i m a n a 

u n t u k l a k i - l a k i m e m p u n y a i t u n t u t a n y a n g l e b i h b e s a r s e h i n g g a 

c e n d e r u n g u n t u k m e r a s a t i d a k p u a s d i b a n d i n g k a n d e n g a n p e r e m p u a n 

y a n g l e b i h m u d a h m e r a s a k a n p u a s d e n g a n p e l a y a n a n y a n g m e r e k a 

d a p a t k a n ( B u d i m a n , 2 0 1 0 ) . 

S e c a r a u m u m . s e t i a p p e n y a k i t d a p a t m e n y e r a n g m a n u s i a b a i k 

l a k i - l a k i m a u p u n p e r e m p u a n , t e t a p i p a d a b e b e r a p a p e n y a k i t t e r d a p a t 

p e r b e d a a n f r e k u e n s i a n t a r a l a k i - l a k i d a n p e r e m p u a n . M e n u r u t 

S i n u l i n g g a ( 2 0 1 0 ) b a h w a p e r e m p u a n p a d a u m u m n y a l e b i h b a n y a k 

m e l a p o r k a n g e j a l a s a k i t d i b a n d i n g k a n d e n g a n l a k i - l a k i . D a n m e n u r u t 

p e n e l i t i a n y a n g d i l a k u k a n o l e h B u d i m a n ( 2 0 1 0 ) b a h w a p a s i e n y a n g 

b a n y a k b e r k u n j u n g d i P u s k e s m a s T a n j u n g s a r i a d a i a h p e r e m p u a n 

s e b a n y a k 5 3 r e s p o n d e n ( 5 3 % ) . 

. S t a t u s P e r k a w i n a n 

P e r k a w i n a n m e r u p a k a n s a l a h s a t u a k t i v i t a s i n d i v i d u . A k t i v i t a s 

i n d i v i d u u m u m n y a a k a n t e r k a i t p a d a s u a t u t u j u a n y a n g i n g i n d i c a p a i 

o l e h i n d i v i d u y a n g b e r s a n g k u t a n , d e m i k i a n p u l a d a l a m h a l 

p e r k a w i n a n , k a r e n a p e r k a w i n a n m e r u p a k a n s u a t u a k t i v i t a s d a r i s a t u 

p a s a n g a n , m a k a s u d a h s e l a y a k n y a m e r e k a p u n s u d a h m e m i l i k i t u j u a n 

t e r t e n t u . T e t a p i k a r e n a p e r k a w i n a n i t u t e r d i r i d a r i d u a i n d i v i d u . m a k a 

a d a n y a k e m u n g k i n a n b a h w a t u j u a n m e r e k a i t u t i d a k s a m a d a n b i l a h a l 

t e r s e b u t t e r j a d i m a k a t u j u a n i t u h a r u s d i b u l a t k a n a g a r t e r d a p a t s u a t u 

k e s a t u a n d a l a m t u j u a n t e r s e b u t ( S u d a m i , 2 0 0 9 ) . 

P e n d i d i k a n 
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P e n d i d i k a n m e r u p a k a n b a g i a n i n t e g r a l d a l a m n e m b a n g u n a n . 

p r o s e s p e n d i d i k a n t i d a k d a p a t d i n i s a h k a n d a r i p r o s e s n e m b a n g u n a n 

i t u s e n d i r i . P e n d i d i k a n i t u m e r u p a k a n t i n g k a t p e n d i d i k a n f o r m a l 

t e r a k h i r d a r i p a s i e n a t a u r e s p o n d e n t e r s e b u t ( S u d a m i , 2 0 0 9 ) . 

P a d a p a s i e n y a n g m e m i l i k i p e n d i d i k a n l e b i h t i n g g i a k a n 

m e m p u n y a i p e n g e t a h u a n y a n g l e b i h l u a s j u g a m e m u n g k i n k a n p a s i e n 

i t u d a p a t m e n g o n t r o l d i r i n y a d a l a m m e n g a t a s i m a s a l a h y a n g d i h a d a p i , 

m e m p u n y a i r a s a p e r c a y a d i r i y a n g t i n g g i , b e r p e n g a l a m a n , d a n 

m e m p u n v a i p c r k i r a a n y a n g t e p a t b a g a i m a n a m e n g a t a s i k e j a d i a n . 

m u d a h m e n g e r t i a p a y a n g d i a n j u r k a n o l e h p e t u g a s k e s e h a t a n , s e r t a 

d a p a t m e n g u r a n g i k e c e m a s a n s e h i n g g a d a p t m e m b a n t u i n d i v i d u 

t e r s e b u t d a l a m m e m b u a t k e p u t u s a n . S e m a k i n t i n g g i p e n d i d i k a n y a n g 

d i m i i i k i o l e h p a s i e n m a k a t i n g k a t k e p u a s a n n v a s e m a k i n r e n d a h , h a l 

i n i m u n g k i n d i k a r e n a k a n s e m a k i n b e r p e n d i d i k a n p a s i e n m a k a 

s e m a k i n t i n g g i p u l a p e n g e t a h u a n p a s i e n t e r s e b u t t e r h a d a p p e l a y a n a n 

k e s e h a t a n ( S u d a m i , 2 0 0 9 ) . 

O r a n g v a n g b e r p e n d i d i k a n r e n d a h i a r a n g m e m i k i r k a n h a l - h a l 

v a n e d i l u a r d a v a n a l a m v a . s e d a n e k a n o r a n e - o r a n e v a n e 

b e r p e n d i d i k a n l e b i h t i n g g i c e n d e n m g u n t u k m e m e n u h i k e b u t u h a n n y a 

s e s u a i d e n g a n d a y a n a l a r y a n g d i m i l i k i n y a k a r e n a p e n g a r u h d a r i 

t i n g k a t p e n d i d i k a n n y a , s e h i n g g a o r a n g y a n g b e r p e n d i d i k a n t i n g g i 

c e n d e r u n g m e r a s a k a n l i d a k p u a s d i b a n d i n g k a n d e n g a n o r a n g y a n g 

b e r p e n d i d i k a n r e n d a h ( B u d i m a n , 2 0 1 0 ) . 

P e k e r j a a n 

P e k e r j a a n m e r u p a k a n s u a t u k e g i a t a n a t a u a k t i f i t a s s e s e o r a n g 

y a n g b e k e r j a p a d a o r a n g l a i n a t a u i n s t a n s i , k a n t o r , p e r u s a h a a n u n t u k 

m e m p e r o l e h p e n e h a s i l a n y a i t u u p a h a t a u g a j i b a i k b e r u p a u a n g 

m a u p u n b a r a n g d e m i m e m e n u h i k e b u t u h a n h i d u p n y a s e h a r i - h a r i . 

P e n g h a s i l a n v a n g r e n d a h a k a n b e r h u b u n g a n p e m a n f a a t a n p e l a v a n a n 

k e s e h a t a n m a u p u n p e n c e g a h a n , s e s e o r a n g k u r a n g m e m a n f a a t k a n 

p e l a v a n a n k e s e h a t a n v a n g a d a m u n g k i n k a r e n a t i d a k m e m p u n v a i 
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c u k u p u a n g u n t u k m e m b e l i o b a t a t a u m e m b a v a r t r a n s p o r t a s i 

( N o t o a t m o d j o , 2 0 1 0 ) . 

5 . A g a m a 

A g a m a a d a i a h s u a t u s i m b o l y a n g m e n g a k i b a t k a n p a n d a n g a n 

y a n g a m a t r e a l i s t i s b a g i p a r a p e m e l u k n y a . a g a m a m e m b e r i k a n 

m o t i v a s i y a n g s a n g a t k u a t u n t u k m e n e m p a t k a n k e b e n a r a n d i a t a s 

s e g a l a n y a . A g a m a d a n k e p e r c a y a a n s p i r i t u a l s a n g a t m e m p e n g a m h i 

p a n d a n g a n s e s e o r a n g t e n t a n g k e s e h a t a n d a n p e n y a k i l n y a , r a s a n y e r i 

d a n p c n d e r i t a a n . s e r t a k e h i d u p a n d a n k e m a t i a n . S c h a t s p i r i t u a l t e r j a d i 

s a a t i n d i v i d u m e n e n t u k a n k e s e i m b a n g a n a n t a r a n i l a i - n i l a i d a l a m 

k e h i d u p a n n y a . t u j u a n . d a n k e p e r c a y a a n d i r i n y a d e n g a n o r a n g l a i n . 

P e n e l i t i a n m e n u n j u k k a n h u b u n g a n a n t a r a j i w a , d a y a f i k i r , d a n t u b u h . 

K e p e r c a y a a n d a n h a r a p a n i n d i v i d u m e m p u n v a i p e n g a r u h t e r h a d a p 

k e s e h a t a n s e s e o r a n g ( S u d a m i , 2 0 0 9 ) . 

6 . S u k u a t a u b u d a y a 

K l a s i f i k a s i p e n y a k i t b e r d a s a r k a n s u k u s u l i t d i l a k u k a n b a i k 

s e c a r a p r a k t i s m a u p u n s e c a r a k o n s e p t u a l . t e t a p i k a r e n a t e r d a p a t 

p e r b e d a a n y a n g b e s a r d a l a m f r e k u e n s i d a n b e r a t n y a p e n y a k i t d i a n t a r a 

s u k u m a k a d i b u a t k l a s i f i k a s i w a l a u p u n t e r j a d i k o n t r o y e r s i a l . P a d a 

u m u m n y a p e n y a k i t y a n g b e r h u b u n g a n d e n g a n s u k u b e r k a i t a n d e n g a n 

f a k t o r g e n e t i k m a u p u n f a k t o r l i n g k u n g a n ( S u d a m i . 2 0 0 9 ) . 

7 . E k o n o m i a t a u p e n g h a s i l a n 

I n d i v i d u v a n g s t a t u s s o s i a l e k o n o m i n y a b e r k e c u k u p a n a k a n 

m a m p u m e n y e d i a k a n s e g a l a f a s i l i t a s y a n g d i p e r l u k a n u n t u k 

m e m e n u h i k e b u t u h a n h i d u p n v a . S c b a l i k n v a i n d i v i d u v a n g m e m i l i k i 

s o s i a l e k o n o m i r e n d a h a k a n m e n g a l a m i k e s u l i t a n d i d a l a m m e m e n u h i 

k e b u t u h a n h i d u p n v a s e h i n g g a t i n g k a t k e p u a s a n a k a n s u a t u p e l a v a n a n 

y a n g d i r a s a k a n a k a n b e r b e d a ( S u d a m i , 2 0 0 9 ) . 
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2.9. Kepuasan Pasien 

A. Pengertian Kepuasan 

K a t a " k e p u a s a n a t a u satisfaction" b e r a s a l d a r i b a h a s a l a t i n 

" s a t i s " ( a r t i n y a c u k u p b a i k , m e m a d a i ) a t a u "factio" ( m e l a k u k a n a t a u 

m e m b u a t ) . K e p u a s a n d a p a t d i a r t i k a n s e b a g a i u p a y a p c m c n u h a n s e s u a t u 

a t a u m e m b u a t s e s u a t u m e m a d a i ( T j i p t o n o , 2 0 0 5 ) . P e n g e r t i a n k e p u a s a n 

a d a i a h p e m e n u h a n k e i n g i n a n a t a u k e b u t u h a n s e b a g a i r e a k s i p e n e r i m a a n 

j a s a p e r a w a t a n k e s e h a t a n s e b a g a i d e r a j a t k e s e s u a i a n a n t a r a h a r a p a n 

s e o r a n g p a s i e n a t a s p e r a w a t a n y a n g i d e a l d e n g a n p r c s c p s i n y a a t a s 

p e r a w a t a n y a n g m e r e k a t e r i m a ( H u a H a n , 2 0 0 3 ) . 

B. Faktor - Faktor yang Mempengaruhi Kepuasan Pelanggan 

M e n u r u t I r a w a n ( 2 0 0 8 ) , t e r d a p a t l i m a k o m p o n e n y a n g d a p a t 

m e n d o r o n g k e p u a s a n p e l a n g g a n , y a i t u : 

1 . K u a l i t a s p r o d u k 

K u a l i t a s p r o d u k m e n c a k u p e n a m e l e m e n , y a i t u performance, 

durability, feature, reliability, consistency, d a n design. S e t e l a h 

m e m b e l i d a n m e n g g u n a k a n s u a t u p r o d u k , p e m b e l i a k a n m e r a s a p u a s 

b i l a t e m y a t a p r o d u k n y a b a i k a t a u b e r k u a l i t a s . 

2 . K u a l i t a s p e l a y a n a n 

K u a l i t a s p e l a y a n a n k e s e h a t a n d i d a l a m s i s t e m k e s e h a t a n n a s i o n a l 

d i a r t i k a n s e b a g a i u p a y a p e l a y a n a n k e s e h a t a n y a n g b e r s i f a t t e r p a d u . 

m e y e l u r u h . m e r a t a d a n t e r j a n g k a u o l e h s e l u r u h l a p i s a n m a s y a r a k a t . 

3 . F a k t o r E m o s i o n a l 

K e p u a s a n k o n s u m e n y a n g d i p e r o l e h p a d a s a a t m e n g g u n a k a n s u a t u 

p r o d u k b e r h u b u n g a n d e n g a n g a y a h i d u p . K e p u a s a n p e l a n g g a n 

d i d a s a r i a t a s r a s a b a n g g a , p e r c a y a d i r i , s i m b o l s u k s e s , d a n 

s e b a g a i n v a . 

4 . H a r g a 

K o m p o n e n h a r g a s a n g a t p e n t i n g k a r e n a d i n i l a i m a m p u m e m b e r i k a n 

k e p u a s a n y a n g r e l a t i f b e s a r d a l a m i n d u s t r i ritel. H a r g a y a n g m u r a h 
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a k a n m e m b e r i k a n k e p u a s a n b a g i p e l a n g g a n y a n g s e n s i t i f t e r h a d a p 

h a r g a k a r e n a m e r e k a a k a n m e n d a p a t k a n value for money y a n g t i n g g i . 

K e m u d a h a n 

K o m p o n e n i n i b e r h u b u n g a n d e n g a n b i a y a u n t u k m e m p e r o l e h p r o d u k 

a t a u j a s a . P e l a n g g a n a k a n s e m a k i n p u a s a p a b i l a r e l a t i f m u d a h , 

n y a m a n , d a n e f i s i e n d a l a m m e n d a p a t k a n p r o d u k a t a u p e l a y a n a n . 

B e r d a s a r k a n p e n g a l a m a n s e h a r i - h a r i k e t i d a k p u a s a n p a s i e n y a n g 

s e r i n g d i t e m u k a n b e r k a i t a n d e n g a n s i k a p d a n p e r i l a k u p e t u g a s r u m a h 

s a k i t , s e p e r t i : k c t e r l a m b a t a n p e l a y a n a n o l e h p e r a w a t d a n d o k t e r , 

d o k t e r s u l i t d i t e m u i , d o k t e r k u r a n g k o m u n i k a t i f d a n i n f o r m a t i f , 

p e r a w a t y a n g k u r a n g r a m a h d a n t a n g g a p t e r h a d a p k e b u t u h a n p a s i e n , 

l a m a n y a p r o s e s m a s u k p e r a w a t a n , k e b e r s i h a n , k e t e r t i b a n , 

k e n y a m a n a n , d a n k e a m a n a n r u m a h s a k i t ( J a c o b a l i s , 1 9 9 5 ) . 

P e n t i n g n y a k e p u a s a n p a s i e n d i r u m a h s a k i t , m a k a r u m a h s a k i t h a r u s 

b e r o r i e n t a s i p a d a k u a l i t a s , r u m a h s a k i t a k a n m a m p u m e n d a p a t k a n 

p r o f i t a b i l i t a s j a n g k a p a n j a n g y a n g d i p e r o l e h d a r i k e p u a s a n p a s i e n . 

K o n d i s i d e m i k i a n m e m b u a t r u m a h s a k i t h a r u s m u l a i m e r u b a h p o l a 

p i k i r k e a r a h p e m i k i r a n y a n g b e r f o k u s p a d a patient retention 

s e b a g a i s a l a h s a t u t u j u a n d a r i p r o g r a m k e p u a s a n p a s i e n d a n h a r u s 

m e m p u n y a i p e m a h a m a n d a n p e n g e r t i a n y a n g l e b i h b a i k t e n t a n g 

p e n t i n g n y a k e p u a s a n d a n l o y a l i t a s p a s i e n , y a n g a k a n m e n i n g k a t k a n 

patient retention ( R i s t r i n i , 2 0 0 5 ) . 
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2.2. Kerangka Teori 

K u a l i t a s P e l a y a n a n B a l a i 
P e n g o b a t a n S u k a r a m i 

K e h a n d a l a n 
(Reliability) 

D a y a T a n g g a p 
[Responsiveness] 

j a m m a n 
[Assurance] 

P e r h a t i a n 
[Empathy] 

P e n a m p i l a n 
[Tangibles] 

K e p u a s a n P a s i e n B P j S 
K e s e h a t a n 

A . F a k t o r P r e d i s p o s i s i 

1 . J en i s K e l a m i n 

2 . P e n d i d i k a n 

3 . P e k e r j a a n 

B . F a k t o r P e n d u k u n g 

1 . P e l a y a n a n d o k t e r 

2 . P e l a v a n a n p e r a w a t 

3. P e l a y a n a n a d m i s t r a s i 

4 . r a s i i i t a s b a i a i p e n g o b a t a n 

C. F a k t o r P e m u n g k i n 

1 . K e l u a r g a 

m a s y a r a k a t ( l e r s e d i a y a n 
f a s i l i t a s d a n b i a y a p e l a y a n a n 
k e s e h a t a n 

I 1 

Gambar 2.!. Kerangka Teori 

Sumber: modifikasi Teori Lawrence Green ; Parasuraman (1991); Kotler (2000); Notoadmodjo. 

Soekidjo (2010). 

Kcicrangan : 

I 'I : variabel yang diteliti 
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2.3. Hipotesis 

u n • \ A n Viiii-mrx-rort nrj+fjT-i k a r s k t s r i s t i l c p e s e r t a 5 P J S k e s e h a t a n d a n 

p e l a y a n a n b a l a i p e n g o b a t a d e n g a n k e p u a s a n p e l a y a n a n p e s e r t a B P J S 

k e s e h a i a n u i b a l a i p e n g o b a i a n s u k u r a m i p a l e m b a n g t a i m i i 2 0 1 6 . 

H I : T i d a k a d a h u b u n g a n a n t a r a k a r a k t e r i s t i k p e s e r t a B P J S k e s e h a t a n d a n 

p e l a y a n a n b a l a i p e n g o b a t a d e n g a n k e p u a s a n p e l a y a n a n p e s e r t a B P J S 

k e s e h a t a n d i b a l a i p e n g o b a t a n s u k u r a m i p a l e m b a n g t a h u n 2 0 1 6 . 
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BAB 111 

METODE PENELITIAN 

3.1. Jenis Penelitian 

P e n e l i t i a n i n i m e r u p a k a n p e n e l i t i a n s t u d i d e s k r i p t i f y a n g b e r s i f a t 

observasional analitik d e n g a n r a n c a n g a n cross sectional o l e h k a r e n a 

p e n g a m a t a n t e r h a d a p s a m p e l d i l a k u k a n s a t u k a l i , d i m a n a v a r i a b e l i n d e p e n d e n 

d a n v a r i a b e l d e p e n d e n d i a m a t i p a d a saa t b e r s a m a a n ( N o t o a t m o d j o , 2 0 0 5 ) . 

P e n e l i t i a n i n i d i l a k u k a n u n t u k m e n g e t a h u i h u b u n g a n t i n g a t k e p u a s a n 

t e r h a d a p k u a l i t a s p e l a y a n a n p a s i e n B P J S p a d a B a l a i P e n g o b a t a n S u k u r a m i 

P a l e m b a n g t a h u n 2 0 1 6 . 

3.2. Waktu dan Tempat Penelitian 

3.2.1. Waktu 

W a k t u p e n e l i t i a n a d a i a h w a k t u a t a u s a a t y a n g d i g u n a k a n u n t u k 

p e i a k s a n a a n p e n e l i t i a n a t a u o b s e r v a s i ( H i d a y a t , 2 0 1 2 ) . P e n e l i t i a n i n i 

b e r l a n g s u n g p a d a O k t o b e r - N o v e m b e r 2 0 1 6 . 

3.2.2. Tempat 

L o k a s i p e n e l i t i a n a d a i a h t e m p a t a t a u l o k a s i y a n g d i g u n a k a n 

u n t u k m e n g a m b i l k a s u s a t a u o b s e r v a s i ( H i d a y a t , 2 0 1 2 ) . P e n e l i t i a n i n i 

d i l a k u k a n d i B a l a i P e n g o b a t a n S u k a r a m i P a l e m b a n g y a n g b e r t e m p a t d i 

J l . K l o . H . B u r l i a n N o . 5 4 k m . 7 P a l e m b a n g . 

3.3. Populasi dan Sampel Penelitian 

3.3.1. Populasi 

P e i a k s a n a a n s u a t u p e n e l i t i a n s e l a l u b e r h a d a p a n d e n g a n o b j e k 

y a n g d i t e l i t i d a n d i s e l i d i k i . P o p u l a s i m e r u p a k a n w i l a y a h g e n e r a l i s a s i 

y a n g t e r d i r i a t a s o b j e k a t a u s u b j e k y a n g m e m p u n y a i k u a n t i t a s d a n 

k a r a k t e r i s t i k t e r t e n t u y a n g d i t e t a p k a n o l e h p e n e l i t i u n t u k d i p e l a j a r i d a n 
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k e m u d i a n d i t a r i k k e s i m p u i a n n y a a t a u k e s e l u r u h a n o b j e k y a n g d i t e l i t i 

( H i d a y a t , 2 0 1 2 ) . P e n e n t u a n p o p u l a s i d a l a m p e n e l i t i a n i n i a d a i a h s e l u r u h 

p a s i e n p e s e r t a B P J S p a d a b u l a n j a n u a r i 2 0 1 6 s a m p a i d e n g a n S e p t e m b e r 

2 0 1 6 d i B a l a i P e n g o b a t a n S u k u r a m i P a l e m b a n g . 

3.3.2. Sampel 

M e n u r u t H i d a y a t ( 2 0 1 2 ) s a m p e l m e r u p a k a n b a g i a n p o p u l a s i 

y a n g a k a n d i t e l i t i a t a u s e b a g i a n j u m l a h d a r i k a r a k t e r i s t i k y a n g d i m i i i k i 

o l e h p o p u l a s i . S a m p e l y a n g a k a n d i a m b i l d a r i p e n e l i t i a n i n i a d a i a h 

p a s i e n B P J S K e s e h a t a n y a n g t e r d a f t a r m e n j a d i p a s i e n p e s e r t a B P J S 

k e s e h a t a n d i b a l a i p e n g o b a t a n s u k a r a m i p a l e m b a n g t a h u n 2 0 1 6 . 

C a r a p e n g a m b i l a n s a m p e l ( N o t o a t m o d j o , 2 0 0 5 ) a d a i a h s e b a g a i 

b e r i k u t : 

n = N 

K e t e r a n g a n : 

n = H a s i l p e r h i t u n g a n u n t u k p e n g a m b i l a n s a m p e l 

N = B e s a m y a p o p u l a s i 

d = T i n g k a t k e p e r c a y a a n / k e t e p a t a n y a n g d i i n g i n k a n ( 1 0 % ) 

D a r i d a t a k e p e s e r t a a n B P J S k e s e h a t a n y a n g d i d a p a t k a n , j u m l a h 

p a s i e n p e s e r t a B P J S p a d a b u l a n j a n u a r i 2 0 1 6 s a m p a i d e n g a n 

S e p t e m b e r 2 0 1 6 d i b a l a i p e n g o b a t a n s u k u r a m i p a l e m b a n g a d a i a h 4 8 7 5 

o r a n g . B e r d a s a r k a n d a t a t e r s e b u t s e m u a p a s i e n d i j a d i k a n p o p u l a s i . 

n = 4 8 7 5 

1 + 4 8 7 5 ( 0 , 1 ^ ) 

n = 4 8 7 5 

1 + 4 8 7 5 ( 0 , 0 1 ) 

n = 4 8 7 5 

1 + 4 8 , 7 5 

n = 4 8 7 5 

4 9 , 7 5 
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n = 9 7 , 9 8 d i b u l a t k a n m e n j a d i 9 8 o r a n g p a s i e n . 

A g a r j u m l a h s a m p e l m i n i m a l t i d a k b e r k u r a n g j i k a t e r j a d i d r o p o u t , 

m a k a d i l a k u k a n p e n a m b a h a n s u b j e k a g a r b e s a r a n s a m p e l t e r p e n u h i 

d e n g a n f o r m u l a s e b a g a i b e r i k u t ( M u l y o n o d k k , 2 0 0 8 ) 

n ' = n 

1 - f 

n ' = 9 8 

1 - 0 , 1 

n ' = 9 8 

0 , 9 

n ' = 1 0 9 

j a d i , s a m p e l y a n g d i b u t u h k a n u n t u k p e n e l i t i a n i n i b e r j u m l a h 1 0 9 

o r a n g . 

3.3.3. Kriteria Inklusi dan Eksklusi 

A. Kriteria Inklusi 

K r i t e r i a i n k l u s i a d a i a h k a r a k t e r i s t i k u m u m s u b y e k p e n e l i t i a n 

d a l a m p o p u l a s i t a r g e t y a n g t e r j a n g k a u y a n g a k a n d i t e l i t i , y a n g 

d a l a m h a l i n i t e r d i r i d a r i : 

1 . S e m u a p e s e r t a B a l a i P e n g o b a t a n S u k a r a m i y a n g t e r d a f t a r 

s e b a g a i p e s e r t a B P J S K e s e h a t a n . 

2 . S e m u a p e s e r t a B P J S K e s e h a t a n y a n g d a t a n g u n t u k p e n g o b a t a n 

d i B a l a i p e n g o b a t a n s u k a r a m i . 

3 . S e m u a p e s e r t a B P J S B a l a i P e n g o b a t a n S u k a r a m i y a n g b e r u m u r 

l e b i h d a r i 1 8 t a h u n . 

B. Kriteria Eksklusi 

1 . R e s p o n d e n t i d a k b i s a b e r b a h a s a I n d o n e s i a . 

2 . B a g i p e s e r t a y a n g k o n d i s i n y a b e l u m m e m u n g k i n k a n u n t u k 

d i w a w a n c a r a i m a u p u n m e n g i s i k u e s i o n e r . 

3 . P e s e r t a B P J S m e n o l a k u n t u k d i j a d i k a n r e s p o n d e n . 
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4 . P e s e r t a B P J S y a n g t e l a h p e m a h m e n j a d i r e s p o n d e n . 

5 . P e s e r t a B P J S m e n g a l a m i g a n g g u a n b i c a r a d a n p e n d e n g a r a n . 

3.3.4. Cara Pengambilan Sampel 

C a r a p e n g a m b i l a n s a m p e l y a n g d i l a k u k a n d a l a m p e n e l i t i a n i n i 

m e n g g u n a k a n t e k n i k Simple Random Sampling. 

3.4. Variabel Penelitian 

3.4.1. Variabel Dependen ( Variabel Terikat ) 

V a r i a b e l D e p e n d e n y a i t u K e p u a s a n P a s i e n B P J S K e s e h a t a n d i 

B a l a i P e n g o b a t a n S u k a r a m i P a l e m b a n g . 

3.4.2. Variabel Independen ( Variabel Bebas ) 

V a r i a b e l i n d e p e n d e n y a i t u k a r a k t e r i s t i k p a s i e n d a n k u a l i t a s 

p e l a y a n a n b a l a i p e n g o b a t a n y a n g b e r u p a : 

1 . P e n d i d i k a n 

2 . J e n i s K e l a m i n 

3 . P e k e r j a a n 

4 . P e l a y a n a n d o k t e r 

5 . P e l a y a n a n p e r a w a t 

6 . P e l a y a n a n a d m i n i s t r a s i 

7. F a s i l i t a s B a l a i P e n g o b a t a n 
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3.5. Defenisi Operasional 

T a b e l 3 . 1 T a b e l D e f i n i s i O p e r a s i o n a l 

No. Variabel Definisi Alat Ukur Cara Ukur Hasil Ukur Skala 

Ukur 

K e p u a s a n K e p u a s a n m e r u p a k a n K u e s i o n e r 

P a s i e n B P J S r e s p o n p e r a s a a n 

s e n a n g h a t i a t a u I e g a 

y a n g d i u n g k a p k a n 

p a s i e n k a r e n a h a r a p a n , 

h a s r a t a t a u 

k e b u t u h a n n y a 

t e r p e n u h i o l e h u p a y a 

p e l a y a n a n y a n g t e l a h 

d i l a k u k a n b e r u p a 

p e l a y a n a n d o k t e r , 

p e l a y a n a n p e r a w a t , 

p e n u n j a n g m e d i k , 

a d m i n i s t r a s i d a n 

f a s i l i t a s . 

W a w a n c a r a t i n g k a t k e p u a s a n N o m i n a l 

pas i en B P J S 

1. T i d a k puas < 1 0 

2 . P u a s > 10 

P e n d i d i k a n 

3. J en i s 

K e l a m i n 

P e n d i d i k a n , t i n g k a t K u e s i o n e r 

p e n d i d i k a n f o r m a l 

t e r a k h i r r e s p o n d e n 

( S u d a m i , 2 0 0 9 ) . 

W a w a n c a r a 

J e n i s k e l a m i n , a d a i a h k u e s i o n e r 

c i r i - c i r i b i o l o g i s y a n g 

m e n u n j u k k a n c i r i l a k i -

l a k i a t a u p e r e m p u a n . 

W a w a n c a r a 

1 = P e n d i d i k a n O r d i n a l 

r e n d a h ( S D - S M P ) 

2 = P e n d i d i k a n 

m e n e n g a h 

( S M A / S M K ) 

3 - P e n d i d i k a n 

t i n g g i ( P T ) 

1 = l a k i - l a k i 

2 = P e r e m p u a n 

N o m i n a l 
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4 . P e k e r j a a n S t a t u s p e k e r j a a n k u e s i o n e r W a w a n c a r a 1 = T i d a k b e k e r j a N o m i n a l 

r e s p o n d e n y a n g d i a k u i 
. . . 2 = B e k e r j a r e s p o n d e n p a d a s a a t 

w a w a n c a r a . 

P e l a y a n a n P e l a y a n a n d o k t e r , K u e s i o n e r W a w a n c a r a 

d o k t e r a d a i a h t e r p e n u h i 

k e i n g i n a n d a n h a r a p a n 

p a s i e n o l e h p e i a y a n a n 

y a n g d i b e r i k a n d o k t e r , 

s e l a m a p a s i e n b e r o b a t 

d i b a l a i p e n g o b a t a n . 

K e p u a s a n p a s i e n 

d i n i l a i d a r i k e h a d i r a n 

d o k t e r y a n g t e p a t 

w a k t u , k e s u n g g u h a n , 

k e r a m a h a n , p e r h a t i a n 

a t a s k e l u h a n p e n y a k i t , 

k e m a m p u a n 

m e n a n g a n i p e n y a k i t , 

w a k t u y a n g 

d i s e d i a k a n u n t u k 

b e r k o n s u l t a s i . 

P e l a y a n a n P e l a y a n a n p e r a w a t , K u e s i o n e r W a w a n c a r a 

p e r a w a t a d a i a h t e r p e n u h i 

k e i n g i n a n d a n h a r a p a n 

p a s i e n o l e h p e l a y a n a n 

y a n g d i b e r i k a n 

p e r a w a t s e l a m a p a s i e n 

b e r o b a t d i b a l a i 

p e n g o b a t a n d i u k u r 

t i n g k a t k e p u a s a n N o m i n a l 

p e l a y a n a n d o k t e r 

1. T i d a k b a i k < 10 

2. B a i k > 10 

t i n g k a t k e p u a s a n N o m i n a l 

p e l a y a n a n p e r a w a t 

1. T i d a k b a i k < 10 

2. B a i k > 10 
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k e r a m a h a n p e r a w a t 

d a l a m m e l a k s a n a k a n 

t u g a s , k e c e p a t a n 

d a l a m m e m b e r i 

p e l a y a n a n , p e n j e l a s a n 

t e n t a n g t i n d a k a n y a n g 

d i l a k u k a n 

P e l a y a n a n t e r p e n u h i k e i n g i n a n K u e s i o n e r 

a d m i n i s t r a s i d a n h a r a p a n p a s i e n 

o l e h p e l a y a n a n y a n g 

d i b e r i k a n , d i u k u r 

s i k a p k e r a m a h -

t a m a h a n p e t u g a s , 

k e c e p a t a n 

m e m b e r i k a n 

p e l a y a n a n , 

k e t e r s e d i a a n t e m p a t 

t u n g g u , d a n 

k e y a m a n a n r u a n g a n . 

W a w a n c a r t i n g k a t k e p u a s a n 

p e l a y a n a n 

a d m i n i s t r a s i 

1 . T i d a k b a i k < 10 

2 . B a i k > 10 

N o m i n a l 

F a s i l i t a s t e r p e n u h i k e i n g i n a n K u e s i o n e r 

b a l a i d a n h a r a p a n p a s i e n 

p e n g o b a t a n a k a n r a s a a m a n d a n 

k e n y a m a n a n o l e h 

k e a d a a n l i n g k u n g a n 

p a s i e n d i b a l a i 

p e n g o b a t a n d i n i l a i 

k e b e r s i h a n r u a n g a n , 

k e r a p i a n t e m p a t p r i k s a 

p a s i e n , k e n y a m a n a n , 

k e b e r s i h a n k a m a r 

W a w a n c a r a t i n g k a t k e p u a s a n 

f a s i l i t a s b a l a i 

p e n g o b a t a n 

1 . T i d a k b a i k < 10 

2 . B a i k > 10 

N o m i n a l 
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m a n d i / w c , t e r s e d i a a i r 

d i k a m a r m a n d i / w c 

d a n p e n e r a n g a n 

r u a n g a n . 

3.6. Cara Pengumpulan Data 

3.6.1. Data Primer 

D a t a p r i m e r d a l a m p e n e l i t i a n i n i a d a i a h d a t a l a n g s u n g y a n g 

d i p e r o l e h a t a u d i d a p a t k a n m e l a l u i p e n g u k u r a n k u e s i o n e r t e r h a d a p 

t i n g k a t k e p u a s a n t e r h a d a p k u a l i t a s p e l a y a n a n p e s e r t a B P J S p a d a b a l a i 

p e n g o b a t a n s u k u r a m i p a l e m b a n g t a h u n 2 0 1 6 , m e l i p u t i i d e n t i t a s 

r e s p o n d e n d a n p e n g u k u r a n t i n g k a t k e p u a s a n p e s e r t a B P J S K e s e h a t a n . 

3.6.2. Data Sekunder 

D a t a s e k u n d e r d a l a m p e n e l i t i a n i n i a d a i a h d a t a y a n g d i p e r o l e h d a r i 

C a t a l a n d a n l a p o r a n B a l a i P e n g o b a t a n P a l e m b a n g , m e l i p u t i j u m l a h 

p e s e r t a B P J S K e s e h a t a n y a n g m e n d a p a t k a n p e l a y a n a n k e s e h a t a n p a d a 

t a h u n 2 0 1 6 . 

3.7. Metode Teknis Analisis Data 

3.7.1. Data Primer 

P a d a p e n e l i t i a n i n i d i a m b i l s u m b e r d a t a s e c a r a l a n g s u n g d i l a p a n g a n o l e h 

p e n e l i t i b e r u p a d a t a p r i m e r . I n s t r u m e n p e n g u m p u l a n d a t a d a l a m p e n e l i t i a n i n i 

b e r u p a k u e s i o n e r t e r s t r u k t u r y a n g t e l a h t e r u j i v a l i d i t a s d a n r e l i a b i l i t a s n y a b e r i s i 

p e r t a n y a a n d a n d i a j u k a n s e c a r a t e r t u l i s . S e c a r a u m u m k u e s i o n e r b e r i s i p e r t a n y a a n 

d a n p e m y a t a a n u n t u k m e n g g a l i p e n d a p a t r e s p o n d e n b e r k a i t a n d e n g a n p e l a y a n a n 

d o k t e r , p e l a y a n a n p e r a w a t , p e l a y a n a n a d m i n i s t r a s i d a n f a s i l i t a s b a l a i p e n g o b a t a n 

s e h i n g g a d a p a t m e n g e t a h u i k e p u a s a n p e l a y a n a n p e s e r t a B P J S k e s e h a t a n d i b a l a i 

p e n g o b a t a n s u k u r a m i p a l e m b a n g t a h u n 2 0 1 6 . K u i s i o n e r y a n g d i g u n a k a n a d a i a h 

k u i s i o n e r m o d i f i k a s i d a r i p e n e l i t i a n H a m s a r ( 2 0 0 5 ) d a n S u r y a w a t i ( 2 0 0 6 ) , 



3 9 

3.7.2. Cara Pengolahan dan Analisis Data 

A . Pengolahan Data 

D a l a m p e n g o l a h a n d a t a a d a b e b e r a p a l a n g k a h d a l a m 

p e n g o l a h a n d a t a y a i t u ; 

1 . Editing 

A d a i a h u p a y a u n t u k m e m e r i k s a k e m b a l i k e b e n a r a n d a t a 

y a n g d i p e r o l e h a t a u d i k u m p u l k a n . E d i t i n g d a p a t d i l a k u k a n 

p a d a t a h a p p e n g u m p u l a n d a t a a t a u s e t e l a h d a t a t e r k u m p u l . 

2. Coding 

M e r u p a k a n k e g i a t a n p e m b e r i a n k o d e n u m e r i k ( a n g k a ) 

t e r h a d a p d a t a y a n g t e r d i r i a t a s b e b e r a p a k a t e g o r i . P e m b e r i a n 

k o d e i n i s a n g a t p e n t i n g b i l a p e n g o l a h a n d a n a n a l i s i s d a t a 

m e n g g u n a k a n k o m p u t e r . 

3 . Data entry 

M e r u p a k a n d a t a y a n g t e l a h d i s e l e s a i k a n d i coding d a n d i 

editing s e l a n j u t n y a d i m a s u k k a n k e d a l a m t a b u l a s i . 

4 . Cleaning 

M e r u p a k a n k e g i a t a n p e n g e c e k a n k e m b a l i d a t a y a n g s u d a h 

d i e n t r y a p a k a h a d a k e s a l a h a n a t a u t i d a k . 

B. Analisis Data 

A n a l i s i s d a t a i n i a k a n d i l a k u k a n d e n g a n t a b e l d i s t r i b u s i 

d e n g a n m e n g g u n a k a n p r o g r a m s t a t i s t i k a . A n a l i s i s d a t a y a n g 

d i g u n a k a n a n a l i s i s u n i v a r i a t d a n a n a l i s i s b i v a r i a t . 

1 . A n a l i s i s U n i v a r i a t 

B e r t u j u a n u n t u k m e n j e l a s k a n a t a u m e n d e s k r i p s i k a n 

k a r a k t e r i s t i k a t a u g a m b a r a n d a r i s e t i a p v a r i a b e l p e n e l i t i a n , 

y a i t u k e p u a s a n p e s e r t a B P J S b e r u p a k a r a k t e r i s t i k p e s e r t a y a i t u 

k e p u a s a n , p e k e r j a a n , p e n d i d i k a n d a n j e n i s k e l a m i n , s e r t a 

p e l a y a n a n y a n g d i t e r i m a y a i t u p e l a y a n a n d o k t e r , p e l a y a n a n 
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p e r a w a t , p e l a y a n a n a d m i n i s t r a s i d a n f a s i l i t a s b a l a i p e n g o b a t a n 

d a n v a r i a b e l d e p e n d e n b e r u p a k e p u a s a n p e s e r t a B P J S 

k e s e h a t a n . A n a l i s i s u n i v a r i a t b e r t u j u a n u n t u k m e l i h a t d i s t r i b u s i 

f r e k u e n s i d a n p r e s e n t a s e d a r i t i a p v a r i a b e l g u n a m e n d a p a t k a n 

g a m b a r a n d a r i j u m l a h r e s p o n d e n s e h i n g g a d a p a t m e n j e l a s k a n 

k a r a k t e r i s t i k m a s i n g - m a s i n g v a r i a b e l m e l a l u i a n a l i s i s d i s t r i b u s i 

f r e k u e n s i . 

2 . A n a l i s i s B i v a r i a t 

A n a l i s i s b i v a r i a t d i l a k u k a n u n t u k m e n g e t a h u i a d a n y a 

h u b u n g a n a n t a r a v a r i a b e l i n d e p e n d e n d a n v a r i a b e l d e p e n d e n . 

U j i s t a t i s t i k y a n g d i g u n a k a n a d a i a h u j i Chi-Square u n t u k 

m e l i h a t h u b u n g a n y a i t u p e n d i d i k a n , j e n i s k e l a m i n , d a n 

p e k e r j a a n s e r t a p e l a y a n a n y a n g d i t e r i m a y a i t u p e l a y a n a n 

d o k t e r , p e l a y a n a n p e r a w a t , p e l a y a n a n a d m i n i s t r a s i d a n f a s i l i t a s 

b a l a i p e n g o b a t a n d e n g a n k e p u a s a n p e l a y a n a n p e s e r t a B P J S 

K e s e h a t a n y a n g d a p a t d i l a k u k a n d e n g a n b a n t u a n p e r a n g k a t 

k o m p u t e r . 
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3.8. Alur Penelitian 

P e s e r t a 
B P J S K E S E H A T A N 

t 
P e s e r t a B P J S K e s e h a t a n d i 

B a l a i P e n g o b a t a n S u k a r a m i 

K e p u a s a n p a s i e n 
B P J S K e s e h a t a n 

K e p u a s a n p a s i e n : 

- P e l a y a n a n b a i k / t i d a k 
- F a s i l i t a s b a l a i 

p e n g o b a t a n 
T e n a n g a m e d i s 

T i d a k p u a s a n p a s i e n : 

- P e l a y a n a n b a i k / t i d a k 
- F a s i l i t a s b a l a i 

p e n g o b a t a n 
T e n a n g a m e d i s 

U j i H i p o t e s i s 
d a n a n a l i s i s d a t a 

H a s i l P e n e l i t i a n 

K e s i m p u l a n d a n S a r a n 

Gambar 3.1. Bagan Alur Penelitian 
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BAB IV 
HASIL DAN PEMBAHASAN 

4.1. Hasil Penelitian 

A. Profil Balai Pengobatan 

P e n g u m p u l a n d a t a d e n g a n j u d u l F a k t o r - F a k t o r y a n g B e r h u b u n g a n d e n g a n 

K e p u a s a n P e l a y a n a n P e s e r t a B P J S K e s e h a t a n D i B a l a i P e n g o b a t a n S u k a r a m i 

P a l e m b a n g T a h u n 2 0 1 6 d i l a k s a n a k a n d i B a l a i P e n g o b a t a n S u k a r a m i 

P a l e m b a n g s e l a m a l ( s a t u ) b u l a n d a r i t a n g g a l 1 N o v e m b e r s a m p a i t a n g g a l 1 

D e s e m b e r 2 0 1 6 . P e n g u m p u l a n d a t a d i l a k s a n a k a n s e t i a p h a r i k e r j a m u l a i 

p u k u l 1 0 . 0 0 W I B h i n g g a p u k u l 1 4 . 0 0 W I B d e n g a n l a m a p e n g i s i a n d a t a o l e h 

r e s p o n d e n a n t a r a 2 5 s a m p a i 3 0 m e n i t p e r k u e s i o n e r . D a r i p e n e l i t i a n i n i j u m l a h 

s a m p e l y a n g d i a m b i l a d a i a h 1 0 9 r e s p o n d e n d e n g a n k r i t e r i a i n k l u s i p e s e r t a 

B P J S K e s e h a t a n y a n g t e r d a f t a r s e b a g a i p e s e r t a B P J S K e s e h a t a n . 

P a d a h a s i l p e n e l i t i a n i n i m e n g g u n a k a n 2 a n a l i s i s d a t a y a i t u a n a l i s i s 

u n i v a r i a t d a n a n a l i s i s b i v a r i a t . A n a l i s i s u n i v a r i a t y a n g d i t e l i t i p a d a p e n e l i t i a n 

i n i t e r d i r i d a r i d i s t r i b u s i k a r a k t e r i s t i k p e s e r t a B P J S K e s e h a t a n b e r d a s a r k a n 

p e n d i d i k a n , j e n i s k e l a m i n , p e k e r j a a n , s e r t a d i s t r i b u s i p e l a y a n a n d o k t e r , 

p e r a w a t , a d m i n i s t r a s i , d a n f a s i l i t a s b a l a i p e n g o b a t a n d i B a l a i P e n g o b a t a n 

S u k a r a m i P a l e m b a n g . A n a l i s i s b i v a r i a t y a n g d i t e l i t i p a d a p e n e l i t i a n i n i t e r d i r i 

d a r i h u b u n g a n p e n d i d i k a n , j e n i s k e l a m i n , p e k e r j a a n , p e l a y a n a n d o k t e r , 

p e l a y a n a n p e r a w a t , d a n p e l a y a n a n a d m i n i s t r a s i s e r t a f a s i l i t a s b a l a i 

p e n g o b a t a n d e n g a n k e p u a s a n p e l a y a n a n p e s e r t a B P J S K e s e h a t a n d i B a l a i 

P e n g o b a t a n S u k a r a m i P a l e m b a n g t a h u n 2 0 1 6 . 

4.1.1. Analisis Univariat 

A n a l i s a i n i d i g u n a k a n u n t u k m e m b e r i k a n g a m b a r a n d i s t r i b u s i 

f r e k u e n s i d a r i m a s i n g - m a s i n g v a r i a b e l y a n g d i t e l i t i . 
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A. Distribusi Karakteristik Peserta BPJS Kesehatan 

Tabel 3 . 1 D i s t r i b u s i K a r a k t e r i s t i k P e s e r t a B P J S K e s e h a t a n d i B a l a i 

P e n g o b a t a n S u k a r a m i P a l e m b a n g T a h u n 2 0 1 6 

Responden 

No Karakteristik 
n = 109 ^ 

1 P e n d i d i k a n 

S D / S M P / S M A 

P e r g u r u a n t i n g g i 

2 J e n i s K e l a m i n 

L a k i - l a k i 

P e r e m p u a n 

3 P e k e r j a a n 

T i d a k b e k e r j a 

B e k e r j a 

P a d a t a b e l 3 . 1 B e r d a s a r k a n j e n i s k e l a m i n r e s p o n d e n d i k e t a h u i 

b a h w a j e n i s k e l a m i n y a n g t e r b a n y a k a d a i a h p e r e m p u a n y a i t u 6 0 o r a n g 

( 5 5 , 0 5 % ) d i b a n d i n g k a n l a k i - l a k i y a i t u 4 9 o r a n g ( 4 4 , 9 5 % ) . 

B e r d a s a r k a n p e n d i d i k a n r e s p o n d e n t e r b a n y a k a d a i a h t i n g k a t 

p e n d i d i k a n S D / S M P / S M A y a i t u s e b a n y a k 8 3 o r a n g ( 7 6 , 1 5 % ) , d i i k u t i 

d e n g a n p e r g u r u a n t i n g g i 2 6 o r a n g ( 2 3 , 8 5 % ) . 

B e r d a s a r k a n p e k e r j a a n r e s p o n d e n t e r b a y a k a d a i a h b e k e r j a y a i t u 7 7 

o r a n g ( 7 0 , 6 4 % ) d i b a n d i n g k a n d e n g a n t i d a k b e k e r j a 3 2 o r a n g ( 2 9 , 3 6 ) . 

8 3 

2 6 

7 6 , 1 5 

2 3 , 8 5 

4 9 

6 0 

4 4 , 9 5 

5 5 , 0 5 

3 2 

7 7 

2 9 , 3 6 

7 0 , 6 4 



B. Distribusi Kepuasan Peserta BPJS Kesehatan Dari Pelayanan 

Dokter 

T a b e l 3 . 2 D i s t r i b u s i K e p u a s a n P a s i e n d a r i P e l a y a n a n D o k t e r 

No. Pelayanan Dokter Jumlah (orang) Presentasi (%) 

1 . T i d a k p u a s 6 5 . 5 0 

2 . Puas 1 0 3 9 4 , 5 0 

J u m l a h 1 0 9 1 0 0 

D a r i t a b e l 4 . 2 r e s p o n d e n m e n i l a i b e r d a s a r k a n p e l a y a n a n 

d o k t e r d i k e t a h u i b a h w a t i n g k a t k e p u a s a n p e l a y a n a n d o k t e r d e n g a n 

k a t e g o r i t i d a k p u a s s e b a n y a k 6 o r a n g ( 5 , 5 0 % ) , k a t e g o r i p u a s 1 0 3 

o r a n g ( 9 4 , 5 0 % ) . 

C. Distribusi Kepuasan Peserta BPJS Kesehatan Dari Pelayanan 

Perawat 

T a b e l 3 .3 D i s t r i b u s i K e p u a s a n P a s i e n d a r i P e l a y a n a n P e r a w a t 

No. Pelayanan Perawat Juiiilah (orang) Presentasi (%) 

1 . Tidak Puas 6 5 , 5 0 

2 . Puas 1 0 3 9 4 , 5 0 

Jumlah 1 0 9 1 0 9 1 0 0 

D a r i t a b e l 3 .3 r e s p o n d e n m e n i l a i b e r d a s a r k a n p e l a y a n a n 

p e r a w a t d i k e t a h u i b a h w a t i n g k a t k e p u a s a n p e l a y a n a n p e r a w a t 

d e n g a n k a t e g o r i t i d a k p u a s s e b a n y a k 6 o r a n g ( 5 , 5 0 % ) , k a t e g o r i 

p u a s 1 0 3 o r a n g ( 9 4 , 5 0 % ) . 



D. Distribusi Kepuasan Peserta BPJS Kesehatan Dari Pelayanan 

Administrasi 

T a b e l 3 . 4 D i s t r i b u s i K e p u a s a n P a s i e n d a r i P e l a y a n a n A d m i n i s t r a s i 

No. Pelayanan Administrasi Jumlah (orang) Presentasi (%) 

1 . T i d a k p u a s 5 4 , 5 9 

2 , P u a s 1 0 4 9 5 , 4 1 

J u m l a h 1 0 9 1 0 0 

D a r i t a b e l 3 . 4 r e s p o n d e n m e n i l a i b e r d a s a r k a n p e l a y a n a n 

a d m i n i s t r a s i d i k e t a h u i b a h w a t i n g k a t k e p u a s a n p e l a y a n a n 

a d m i n i s t r a s i d e n g a n k a t e g o r i c u k u p 5 o r a n g ( 4 , 5 9 % ) , k a t e g o r i p u a s 

1 0 4 o r a n g ( 9 5 , 4 1 % ) . 

E. Distribusi Kepuasan Peserta BPJS Kesehatan Dari Fasilitas 

Balai Pengobatan 

T a b e l 3 . 5 D i s t r i b u s i K e p u a s a n P a s i e n d a r i F a s i l i t a s B a l a i 

P e n g o b a t a n 

No. Fasilitas Balai Pengobatan Jumlah (orang) Presentasi (%) 

1 . Tidak Puas 6 5 , 5 0 

2 . Puas 1 0 3 9 4 , 5 0 

J u m l a h 1 0 9 1 0 0 

D a r i t a b e l 3 .5 r e s p o n d e n m e n i l a i b e r d a s a r k a n f a s i l i t a s b a l a i 

p e n g o b a t a n d i k e t a h u i b a h w a t i n g k a t k e p u a s a n f a s i l i t a s b a l a i 

p e n g o a b a t a n d e n g a n k a t e g o r i t i d a k p u a s 6 o r a n g ( 5 , 5 0 % ) , k a t e g o r i 

p u a s 1 0 3 o r a n g ( 9 4 , 5 0 % ) . 
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4.1.2. Analisis Bivariat 

A n a l i s a i n i d i l a k u k a n u n t u k m e l i h a t a d a a t a u t i d a k n y a h u b u n g a n 

y a n g b e r m a k n a s e c a r a s t a t i s t i k a n t a r a p e n d i d i k a n , j e n i s k e l a m i n , 

p e k e r j a a n , p e l a y a n a n d o k t e r , p e l a y a n a n p e r a w a t , d a n p e l a y a n a n 

a d m i n i s t r a s i s e r t a f a s i l i t a s b a l a i p e n g o b a t a n d e n g a n t i n g k a t k e p u a s a n 

p e l a y a n a n p e s e r t a B P J S k e s e h a t a n d i B a l a i P e n g o b a t a n S u k a r a m i 

P a l e m b a n g T a h u n 2 0 1 6 , u n t u k m e n g e t a h u i h u b u n g a n t e r s e b u t , m a k a 

d i l a k u k a n a n a l i s i s h u b u n g a n a n t a r a v a r i a b e l b e b a s d e n g a n v a r i a b e l 

t e r i k a t d e n g a n m e m p e r g u n a k a n t a b e l s i l a n g u j i C h i - S q u a r e , j i k a 

t e r d a p a t a d a n y a h u b u n g a n d e n g a n n i l a i p < 0 , 0 5 ( a ) . 

A. Hubungan antara pendidikan dengan tingkat kepuasan kualitas 

pelayanan Balai Pengobatan Sukarami Palembang Tahun 2016. 

T a b e l 3 . 6 H u b u n g a n P e n d i d i k a n d e n g a n K u a l i t a s P e l a y a n a n B a l a i 

P e n g o b a t a n S u k a r a m i P a l e m b a n g 

Karakteristik Kepuasan Pasien 

Pasien Tidak puas Puas Total 
p Value 

Tidak puas 
p Value 

n % n % N % 

P e n d i d i k a n : 

S D / S M P / S M A 4 4 . 8 7 9 9 5 , 2 8 3 1 0 0 

P e r g u r u a n t i n g g i 1 3 , 8 2 5 9 6 , 2 2 6 1 0 0 1 , 0 0 0 

T o t a l 5 4 , 6 1 0 4 9 5 , 4 1 0 9 1 0 0 

O R = 1 , 2 6 6 ( C I = 0 , 1 3 5 - 1 1 , 8 5 5 ) 

B e r d a s a r k a n t a b e l 3 . 6 r e s p o n d e n p e s e r t a B P J S K e s e h a t a n 

y a n g t i n g k a t p e n d i d i k a n S D / S M P / S M A m e m i l i k i t i n g k a t k e p u a s a n 

t e r h a d a p p e l a y a n a n B a l a i P e n g o b a t a n S u k a r a m i P a l e m b a n g s e b e s a r 

9 5 , 2 % d a n y a n g t i d a k p u a s 4 , 8 % . S e d a n g k a n p e s e r t a d e n g a n 

p e n d i d i k a n p e r g u r u a n t i n g g i m e m i l i k i t i n g k a t k e p u a s a n t e r h a d a p 
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p e l a y a n a n B a l a i P e n g o b a t a n S u k a r a m i P a l e m b a n g s e b e s a r 9 6 , 2 % 

d a n t i d a k p u a s 3 , 8 % . 

A n a l i s i s h u b u n g a n b i v a r i a t m e n g g u n a k a n u j i C h i - s q u a r e 

m e n u n j u k k a n b a h w a n i l a i p = 1 , 0 0 0 ( p < 0 , 0 5 ) , m a k a s e c a r a s t a t i t i k 

d a p a t d i s i m p u l k a n b a h w a t i d a k a d a n y a h u b u n g a n a n t a r a p e n d i d i k a n 

r e s p o n d e n d e n g a n t i n g k a t k e p u a s a n p e s e r t a B P J S K e s e h a t a n . 

B. Hubungan antara jenis kelamin dengan tingkat kepuasan 

kualitas pelayanan Balai Pengobatan Sukarami Palembang 

Tahun 2016. 

T a b e l 3 . 7 H u b u n g a n J e n i s K e l a m i n D e n g a n K u a l i t a s P e l a y a n a n 

B a l a i P e n g o b a t a n S u k a r a m i P a l e m b a n g 

Karakteristik Kepuasan Pasien 

Pasien Tidak puas Puas Total 
p Value 

n % n % N % 
J e n i s K e l a m i n : 

L a k i - i a k i 4 8 ,2 4 5 9 1 , 8 4 9 1 0 0 

P e r e m p u a n 1 1,7 5 9 9 8 , 3 6 0 1 0 0 0 , 1 7 2 

T o t a l 5 4 , 6 1 0 4 9 5 , 4 1 0 9 1 0 0 

O R = 0 , 5 8 9 ( C I = 0 , 0 6 3 - 5 , 4 8 2 ) 

B e r d a s a r k a n t a b e l 3 . 7 r e s p o n d e n p e s e r t a B P J S K e s e h a t a n 

y a n g b e r j e n i s k e l a m i n l a k i - l a k i m e m i l i k i t i n g k a t k e p u a s a n t e r h a d a p 

p e l a y a n a n B a l a i P e n g o b a t a n S u k a r a m i P a l e m b a n g s e b e s a r 9 1 , 8 % 

d a n y a n g t i d a k p u a s 8 , 2 % . S e d a n g k a n p e s e r t a d e n g a n j e n i s k e l a m i n 

p e r e m p u a n m e m i l i k i t i n g k a t k e p u a s a n t e r h a d a p p e l a y a n a n B a l a i 

P e n g o b a t a n S u k a r a m i P a l e m b a n g s e b e s a r 9 8 , 3 % d a n t i d a k p u a s 

1 , 7 % . 

A n a l i s i s h u b u n g a n b i v a r i a t m e n g g u n a k a n u j i C h i - s q u a r e 

m e n u n j u k k a n b a h w a n i l a i p = 0 , 1 7 2 ( p < 0 , 0 5 ) , m a k a s e c a r a s t a t i t i k 
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d a p a t d i s i m p u l k a n b a h w a t i d a k a d a n y a h u b u n g a n a n t a r a p e n d i d i k a n 

r e s p o n d e n d e n g a n t i n g k a t k e p u a s a n p e s e r t a B P J S K e s e h a t a n . 

C. Hubungan antara pekerjaan dengan tingkat kepuasan kualitas 

pelayanan Balai Pengobatan Sukarami Palembang Tahun 2016. 

T a b e l 3 . 8 H u b u n g a n P e k e r j a a n D e n g a n K u a l i t a s P e l a y a n a n B a l a i 

P e n g o b a t a n S u k a r a m i P a l e m b a n g 

Karakteristik Kepuasan Pasien 

Pasien Tidak puas Puas Total 
p Value 

n % n % N %~ 

P e k e r j a a n : 

T i d a k B e k e r j a 1 3 , 1 3 1 9 6 , 9 3 2 1 0 0 

B e k e r j a 4 5 ,2 7 3 9 4 , 8 7 7 1 0 0 1 , 0 0 0 

T o t a l 5 4^6 1 0 4 9 5 , 4 1 0 9 1 0 0 

O R - 0 , 5 8 9 ( C 1 = 0 , 0 6 3 - 5 , 4 8 2 ) 

B e r d a s a r k a n t a b e l 3 . 8 r e s p o n d e n p e s e r t a B P J S K e s e h a t a n 

y a n g b e k e r j a m e m i l i k i t i n g k a t k e p u a s a n t e r h a d a p p e l a y a n a n B a l a i 

P e n g o b a t a n S u k a r a m i P a l e m b a n g s e b e s a r 9 4 , 8 % d a n y a n g t i d a k 

p u a s 5 , 2 % . S e d a n g k a n p e s e r t a t i d a k b e k e r j a m e m i l i k i t i n g k a t 

k e p u a s a n t e r h a d a p p e l a y a n a n B a l a i P e n g o b a t a n S u k a r a m i 

P a l e m b a n g s e b e s a r 9 6 , 9 % d a n t i d a k p u a s 3 , 1 % . 

A n a l i s i s h u b u n g a n b i v a r i a t m e n g g u n a k a n u j i C h i - s q u a r e 

m e n u n j u k k a n b a h w a n i l a i p = 1 , 0 0 0 ( p < 0 , 0 5 ) , m a k a s e c a r a s t a t i t i k 

d a p a t d i s i m p u l k a n b a h w a t i d a k a d a n y a h u b u n g a n a n t a r a p e n d i d i k a n 

r e s p o n d e n d e n g a n t i n g k a t k e p u a s a n p e s e r t a B P J S K e s e h a t a n . 
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D. Hubungan tingkat kepuasan peserta BPJS Kesehatan dengan 

kualitas pelayanan dokter di Balai Pengobatan Sukarami 

Palembang Tahun 2016. 

T a b e l 3 . 9 H u b u n g a n T i n g k a t K e p u a s a n P e s e r t a B P J S K e s e h a t a n 

D e n g a n K u a l i t a s P e l a y a n a n D o k t e r D i B a l a i P e n g o b a t a n S u k a r a m i 

P a l e m b a n g 

Pelayanan Kepuasan Pasien 

Dokter Tidak puas Puas Total 
p Value 

n % n % N % 

T i d a k b a i k 4 6 6 . 7 2 3 3 , 3 6 1 0 0 

B a i k 1 1,0 1 0 2 9 9 , 0 1 0 3 1 0 0 0 . 0 0 0 

T o t a l 5 4 , 6 1 0 4 9 5 , 4 1 0 9 1 0 0 

O R = 2 0 4 ( C I = 1 5 , 1 5 1 - 2 7 4 6 , 7 1 6 ) 

B e r d a s a r k a n t a b e l 3 . 9 r e s p o n d e n p e s e r t a B P J S K e s e h a t a n 

y a n g m e n i l a i p e i a y a n a n d o k t e r t i d a k b a i k m e m i l i k i t i n g k a t 

k e p u a s a n y a n g t i d a k p u a s s e b e s a r 6 6 , 7 % d a n y a n g p u a s 3 3 , 3 % 

t e r h a d a p p e l a y a n a n d o k t e r d i B a l a i P e n g o b a t a n S u k a r a m i 

P a l e m b a n g . S e d a n g k a n p e s e r t a y a n g m e n i l a i p e l a y a n a n d o k t e r b a i k 

m e m i l i k i t i n g k a t k e p u a s a n y a n g t i d a k p u a s s e b e s a r 1 , 0 % d a n p u a s 

s e b e s a r 9 9 , 0 % t e r h a d a p p e l a y a n a n d o k t e r d i B a l a i P e n g o b a t a n 

S u k a r a m i P a l e m b a n g . 

A n a l i s i s h u b u n g a n b i v a r i a t m e n g g u n a k a n u j i C h i - s q u a r e 

m e n u n j u k k a n b a h w a n i l a i p = 0 , 0 0 0 ( p < 0 , 0 5 ) , m a k a s e c a r a 

s t a t i t i k d a p a t d i s i m p u l k a n b a h w a a d a n y a h u b i m g a n a n t a r a 

p e l a y a n a n d o k t e r d e n g a n t i n g k a t k e p u a s a n p e s e r t a B P J S 

K e s e h a t a n . 
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£. Hubungan tingkat kepuasan peserta BPJS Kesehatan dengan 

kualitas pelayanan perawat di Balai Pengobatan Sukarami 

Palembang Tahun 2016. 

T a b e l 3 . 1 0 H u b u n g a n T i n g k a t K e p u a s a n P e s e r t a B P J S K e s e h a t a n 

D e n g a n K u a l i t a s P e l a y a n a n P e r a w a t D i B a l a i P e n g o b a t a n S u k a r a m i 

P a l e m b a n g 

Pelayanan Kepuasan Pasien 

Perawat Tidak puas Puas Total 
p Value 

n % n % N % 

T i d a k b a i k 4 6 6 , 7 2 3 3 , 3 6 1 0 0 0 , 0 0 0 

B a i k 1 1,0 1 0 2 9 9 , 0 1 0 3 1 0 0 

T o t a l 5 4 , 6 1 0 4 9 5 , 4 1 0 9 1 0 0 

O R = 2 0 4 ( C I = 1 5 , 1 5 1 -- 2 7 4 6 , 7 1 6 ) 

B e r d a s a r k a n t a b e l 3 . 1 0 r e s p o n d e n p e s e r t a B P J S K e s e h a t a n 

y a n g m e n i l a i p e l a y a n a n p e r a w a t t i d a k b a i k m e m i l i k i t i n g k a t 

k e p u a s a n y a n g t i d a k p u a s s e b e s a r 6 6 , 7 % d a n y a n g p u a s 3 3 , 3 % 

t e r h a d a p p e i a y a n a n p e r a w a t d i B a l a i P e n g o b a t a n S u k a r a m i 

P a l e m b a n g . S e d a n g k a n p e s e r t a y a n g m e n i l a i p e l a y a n a n p e r a w a t 

b a i k m e m i l i k i t i n g k a t k e p u a s a n y a n g t i d a k p u a s s e b e s a r 1 , 0 % d a n 

p u a s s e b e s a r 9 9 , 0 % t e r h a d a p p e l a y a n a n p e r a w a t d i B a l a i 

P e n g o b a t a n S u k a r a m i P a l e m b a n g . 

A n a l i s i s h u b u n g a n b i v a r i a t m e n g g u n a k a n u j i C h i - s q u a r e 

m e n u n j u k k a n b a h w a n i l a i p = 0 , 0 0 0 ( p < 0 , 0 5 ) , m a k a s e c a r a 

s t a t i t i k d a p a t d i s i m p u l k a n b a h w a a d a n y a h u b u n g a n a n t a r a 

p e l a y a n a n p e r a w a t d e n g a n t i n g k a t k e p u a s a n p e s e r t a B P J S 

K e s e h a t a n . 
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F . Hubungan tingkat kepuasan peserta BPJS Kesehatan dengan 

kualitas pelayanan administrasi di Balai Pengobatan Sukarami 

Palembang Tahun 2016. 

T a b e l 3 . 1 1 H u b u n g a n T i n g k a t K e p u a s a n P e s e r t a B P J S K e s e h a t a n 

D e n g a n K u a l i t a s P e l a y a n a n a d m i n i s t r a s i D i B a l a i P e n g o b a t a n 

S u k a r a m i P a l e m b a n g 

P e l a y a n a n K e p u a s a n P a s i e n 

Administrasi Tidak Puas Puas Total 
p Value 

n % n % N % 

T i d a k b a i k 4 8 0 , 0 1 2 0 , 0 5 1 0 0 

B a i k 1 1.0 1 0 3 9 9 , 0 1 0 4 1 0 0 0 , 0 0 0 

T o t a l 5 4 , 6 1 0 4 9 5 , 4 1 0 9 1 0 0 

O R = 4 1 2 ( C I = 2 1 , 6 4 4 -- 7 8 4 2 4 4 1 ) 

B e r d a s a r k a n t a b e l 3 . 1 1 r e s p o n d e n p e s e r t a B P J S K e s e h a t a n 

y a n g m e n i l a i p e l a y a n a n a d m i n i s t r a s i t i d a k b a i k m e m i l i k i t i n g k a t 

k e p u a s a n y a n g t i d a k p u a s s e b e s a r 8 0 , 0 % d a n y a n g p u a s 2 0 , 0 % 

t e r h a d a p p e l a y a n a n a d m i n i s t r a s i d l B a l a i P e n g o b a t a n S u k a r a m i 

P a l e m b a n g . S e d a n g k a n p e s e r t a y a n g m e n i l a i p e l a y a n a n 

a d m i n i s t r a s i b a i k m e m i l i k i t i n g k a t k e p u a s a n y a n g t i d a k p u a s 

s e b e s a r 1 , 0 % d a n p u a s s e b e s a r 9 9 , 0 % t e r h a d a p p e l a y a n a n 

a d m i n i s t r a s i d i B a l a i P e n g o b a t a n S u k a r a m i P a l e m b a n g . 

A n a l i s i s h u b u n g a n b i v a r i a t m e n g g u n a k a n u j i C h i - s q u a r e 

m e n u n j u k k a n b a h w a n i l a i p = 0 , 0 0 0 ( p < 0 , 0 5 ) , m a k a s e c a r a 

s t a t i t i k d a p a t d i s i m p u l k a n b a h w a a d a n y a h u b u n g a n a n t a r a 

p e l a y a n a n a d m i n i s t a r i d e n g a n t i n g k a t k e p u a s a n p e s e r t a B P J S 

K e s e h a t a n . 
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G. Hubungan tingkat kepuasan peserta BPJS Kesehatan dengan 

fasilitas balai pengobatan di Balai Pengobatan Sukarami 

Palembang Tahun 2016. 

T a b e l 3 . 1 2 H u b u n g a n T i n g k a t K e p u a s a n P e s e r t a B P J S K e s e h a t a n 

D e n g a n F a s i l i t a s B a l a i P e n g o b a t a n D i B a l a i P e n g o b a t a n S u k a r a m i 

P a l e m b a n g 

Fasilitas Balai Kepuasan Pasien 

Pengobatan Tidak Puas Puas Total 
p Value 

n % n % N % 

T i d a k b a i k 4 6 6 , 7 2 3 3 , 3 6 1 0 0 0 , 0 0 0 

B a i k 1 1.0 1 0 2 9 9 , 0 1 0 3 1 0 0 

T o t a l 5 4 , 6 1 0 4 9 5 , 4 1 0 9 1 0 0 

B e r d a s a r k a n t a b e l 3 . 1 2 r e s p o n d e n p e s e r t a B P J S K e s e h a t a n 

y a n g m e n i l a i f a s i l i t a s b a l a i p e n g o b a t a n t i d a k b a i k m e m i l i k i t i n g k a t 

k e p u a s a n y a n g t i d a k p u a s s e b e s a r 6 6 , 7 % d a n y a n g p u a s 3 3 , 3 % 

t e r h a d a p f a s i l i t a s b a l a i p e n g o b a t a n d i B a l a i P e n g o b a t a n S u k a r a m i 

P a l e m b a n g . S e d a n g k a n p e s e r t a y a n g m e n i l a i f a s i l i t a s b a l a i 

p e n g o b a t a n b a i k m e m i l i k i t i n g k a t k e p u a s a n y a n g t i d a k p u a s 

s e b e s a r 1 , 0 % d a n p u a s s e b e s a r 9 9 , 0 % t e r h a d a p f a s i l i t a s b a l a i 

p e n g o b a t a n d i B a l a i P e n g o b a t a n S u k a r a m i P a l e m b a n g . 

A n a l i s i s h u b u n g a n b i v a r i a t m e n g g u n a k a n u j i C h i - s q u a r e 

m e n u n j u k k a n b a h w a n i l a i p = 0 , 0 0 0 ( p < 0 , 0 5 ) , m a k a s e c a r a 

s t a t i t i k d a p a t d i s i m p u l k a n b a h w a a d a n y a h u b u n g a n a n t a r a f a s i l i t a s 

b a l a i p e n g o b a t a n d e n g a n t i n g k a t k e p u a s a n p e s e r t a B P J S 

K e s e h a t a n . 
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4.2. Pembahasan 

A. Karakteristik Peserta BPJS Kesehatan 

B e r d a s a r k a n h a s i l p e n e l i t i a n d a r i 1 0 9 r e s p o n d e n , m a y o r i t a s 

r e s p o n d e n s e b a n y a k 8 3 ( 9 5 , 2 % ) o r a n g m e m p u n y a i t i n g k a t 

p e n d i d i k a n S D / S M P / S M A , s e b a y a k 6 0 ( 9 8 , 3 % ) o r a n g b e r j e n i s 

k e l a m i n p e r e m p u a n d a n s e b a y a k 7 7 ( 9 4 , 8 % ) o r a n g m e m i l i k i 

p e k e r j a a n . 

B e r d a s a r k a n p e n e l i t i a n y a n g d i l a k u k a n o l e h F a b y e n n e 

( 2 0 1 4 ) d i p e l a y a n a n r a w a t i n a p k e l a s I I I R u m a h S a k i t 

M u h a m m a d i y a h P a l e m b a n g d i d a p a t k a n m a y o r i t a s r e s p o n d e n 

t e r s e b u t m e m i l i k i t i n g k a t p e n d i d i k a n S D / S M P / S M A y a i t u s e b e s a r 6 7 

o r a n g ( 6 7 , 0 % ) . 

S e s e o r a n g y a n g m e m i l i k i p e n d i d i k a n y a n g t i n g g i a k a n 

m e m p u n y a i p e n g e t a h u a n y a n g l e b i h l u a s d a n m e m u n g k i n k a n p a s i e n 

i t u d a p a t m e n g k o n t r o l d i r i n y a d a l a m m e n g a t a s i m a s a l a h y a n g 

d i h a d a p i , m e m p u n y a i r a s a p e r c a y a d i r i y a n g t i n g g i , b e r p e n g a l a m a n , 

d a n m e m p u n y a i p e m i k i r a n y a n g t e p a t b a g a i m a n a m e n g a t a s i 

k e j a d i a n , m u d a h m e n g e r t i t e n t a n g a p a y a n g d i a n j u r k a n o l e h p e t u g a s 

k e s e h a t a n , s e r t a d a p a t m e n g u r a n g i k e c e m a s a n s e h i n g g a d a p a t 

m e m b a n t u i n d i v i d u t e r s e b u t m e m b u a t k e p u t u s a n ( A g u s w i n a , 2 0 1 1 ) . 

S e m a k i n t i n g g i n y a p e n d i d i k a n y a n g d i m i i i k i o l e h p a s i e n 

m a k a a k a n s e m a k i n t i n g g i p u l a e k s p e t a s i p a s i e n t e r s e b u t t e r h a d a p 

p e l a y a n a n k e s e h a t a n s e d a n g k a n p a s i e n d e n g a n t i n g k a t p e n d i d i k a n 

y a n g r e n d a h m u n g k i n l e b i h m e n g a p r e s i a s i s e g a l a b e n t u k p e l a y a n a n 

y a n g d i d a p a t k a n . H a l i n i m e n u n j u k k a n b a h w a s e s e o r a n g y a n g 

b e r p e n d i d i k a n t i n g g i k e m u n g k i n a n l e b i h m e n g e r t i d a n m e m a h a m i 

t e n t a n g p e n y a k i t , s e h i n g g a l e b i h b e r f o k u s k e p a d a t i n d a k a n p r e v e n t i f 

a k h i m y a j a r a n g t e r s e r a n g b e r b a g a i p e n y a k i t ( S i n u l i n g g a , 2 0 1 0 ) . 

P e n e l i t i a n y a n g d i l a k u k a n o l e h F a b y e n n e ( 2 0 1 4 ) d i 

p e l a y a n a n r a w a t i n a p k e l a s I I I R u m a h S a k i t M u h a m m a d i y a h 
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P a l e m b a n g d i d a p a t k a n m a y o r i t a s j e n i s k e l a m i n t e r b a y a k b e r j e n i s 

y a i t u p e r e m p u a n y a i t u 5 9 o r a n g ( 5 9 % ) . M e n u r u t S i n u l i n g g a ( 2 0 1 0 ) 

P e r e m p u a n p a d a u m u m n y a l e b i h b a n y a k m e l a p o r k a n g e j a l a s a k i t 

d i b a n d i n g k a n l a k i - l a k i . K e m u n g k i n a n h a l i n i d a p a t t e r j a d i 

d i k a r e n a k a n b a h w a a d a k e c e n d e r u n g a n p e r e m p u a n l e b i h s e n s i t i f 

d a l a m m e r a s a k a n s a k i t d i b a n d i n g k a n d e n g a n l a k i - l a k i , s e h i n g g a 

p e r e m p u a n l e b i h s e r i n g m e n g a p r e s i a s i k a n s a k i t y a n g m e r e k a r a s a k a n 

k e s e t i a p b e r o b a t k e b a l a i p e n g o b a t a n ( S i n u l i n g g a , 2 0 1 0 ) . 

B e r d a s a r k a n p e n e l i t i a n y a n g d i l a k u k a n o l e h N i M a d e 

W i d i a s t u t i ( 2 0 1 5 ) d i f a s i l i t a s k e s e h a t a n t i n g k a t p e r t a m a d i k o t a 

D e n p a s a r d i d a p a t k a n m a y o r i t a s p e s e r t a B P J S K e s e h a t a n 

m e m p u n y a i p e k e r j a a n y a i t u 1 0 9 o r a n g ( 8 0 , 4 % ) . 

M a s y a r a k a t y a n g b e k e r j a c e n d e r u n g l e b i h b a n y a k m e n u n t u t 

a t a u m e n g k r i t i k l a y a n a n k e s e h a t a n y a n g d i t e r i m a n y a k a r e n a 

d i p e n g a r u h i o l e h l i n g k u n g a n p e k e r j a a n n y a d a n l i n g k u n g a n 

k e l u a r g a n y a d i b a n d i n g k a n d e n g a n m a s y a r a k a t y a n g t i d a k b e k e r j a . 

P a s i e n y a n g b e r p e n g h a s i l a n t i n g g i d a n m e r a s a m a m p u m e m b a y a r 

m a h a l m a k a t i d a k a k a n m u d a h m e r a s a p u a s b i l a l a y a n a n k e s e h a t a n 

y a n g d i t e r i m a t i d a k s e s u a i k e h e n d a k n y a s e d a n g k a n p a s i e n y a n g 

b e r p e n g h a s i l a n r e n d a h d a n t i d a k b e k e r j a t i d a k a k a n t e r l a l u m e n u n t u t 

( H a n d a y a n i , 2 0 0 3 ) . 

B. Distribusi Kepuasan Peserta BPJS Kesehatan 

B e r d a s a r k a n h a s i l d i s t r i b u s i k e p u a s a a n p e s e r t a B P J S 

K e s e h a t a n d i d a p a t k a n h a s i l s e b a n y a k 1 0 4 o r a n g ( 9 5 , 4 % ) m e n i l a i 

p u a s t e r h a d a p p e l a y a n a n d o k t e r , p e r a w a t , a d m i n i s t r a s i , d a n f a s i l i t a s 

b a l a i p e n g o b a t a n S u k a r a m i P a l e m b a n g . H a l i n i m e n u n j u k k a n 

b a h w a p e l a y a n a n s u d a h c u k u p b a i k s e h i n g g a s e b a g i a n b e s a r 

p e s e r t a B P J S K e s e h a t a n d i b a l a i p e n g o b a t a n S u k a r a m i P a l e m b a n g 

s u d a h m e n y a t a k a n p u a s d e n g a n p e l a y a n a n . 
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P e l a y a n a n d o k t e r y a n g s e m a k i n b a i k a k a n m e n y e b a b k a n 

s e m a k i n t i n g g i k e p u a s a n p a s i e n y a n g b e r o b a t , d i m a n a k o m u n i k a s i 

a n t a r a d o k t e r y a n g b e r o b a t h a r u s b a i k d a n b e k e r j a s e s u a i d e n g a n 

s t a n d a r p r o f e s i d o k t e r . S e b e l u m m e l a k u k a n s u a t u t i n d a k a n m e d i k 

t e r h a d a p p a s i e n m a k a d o k t e r t e r l e b i h d a h u l u h a r u s m e m b e r i k a n 

i n f o r m a s i y a n g c u k u p k e p a d a p a s i e n {Informed Consent) d a n 

m e n g h o r m a t i h a k - h a k p a s i e n a n t a r a l a i n s e p e r t i m e n e r i m a 

p e r a w a t a n y a n g d i b e r i k a n d e n g a n s o p a n d a n p e n u h p e r h a t i a n , 

m e n e r i m a k e t e r a n g a n l e n g k a p d a n j e l a s d a r i d o k t e m y a , m e n e r i m a 

p e l a y a n a n y a n g s e b a i k - b a i k n y a ( H a m s a r , 2 0 0 5 ) . 

P e l a y a n a n p e r a w a t y a n g b a i k t e r g a n t u n g p a d a s e j a u h m a n a 

t i n g k a t p r o f e s i o n a l i s m e p e r a w a t i t u s e n d i r i , y a n g m e n y a n g k u t 

s u m b e r d a y a m a n u s i a , s i s t e m m a n a j e m e n d a n m e t o d e p e l a y a n a n 

k e p e r a w a t a n y a n g d i b e r i k a n k e p a d a p a s i e n . k a r e n a t e n a g a p e r a w a t 

d i r u m a h s a k i t d i h a r a p k a n m e n g u a s a i k e t e r a m p i l a n p r o f e s i o n a l 

y a n g m e l i p u t i k e m a m p u a n i n t e l e k t u a l , i n t e r p e r s o n a l d a n t e k n i k a l 

d e n g a n m e m i l i h d a n m e n e r a p k a n t e o r i k o n s e p k e p e r a w a t a n y a n g 

s e s u a i d a n t e p a t g u n a d a l a m a s u h a n k e p e r a w a t a n d e n g a n 

m e n g g u n a k a n p r o s e s k e p e r a w a t a n s e b a g a i p e n d e k a t a n i l m i a h 

( H a m s a r , 2 0 0 5 ) . 

D i m a n a u n t u k m e n c i p t a k a n k e p u a s a n p a s i e n y a n g l e b i h 

b a i k l a g i , s u a t u f a s i l i t a s k e s e h a t a n h a r u s m e n c i p t a k a n d a n 

m e n g e l o l a s u a t u s i s t e m p e l a y a n a n a d m i n i s t r a s i y a n g t e r p a d u 

s e h i n g g a p e l a y a n a n t i d a k t e r k e s a n b e r b e l i t - b e l i t d a n t e r k e s a n 

b i r o k r a t i s ( H a m s a r , 2 0 0 5 ) . 

M e n u r u t S i n u l i n g g a ( 2 0 1 0 ) s u a t u o r g a n i s a s i p e l a y a n a n 

k e s e h a t a n h a r u s m e m i l i k i r u a n g a n p e l a y a n a n d a n k o n d i s i 

l i n g k u n g a n y a n g n y a m a n , t e r a t u r s e r t a b e r s i h a g a r b i s a 

m e m b e r i k a n k e p u a s a n k e p a d a p a s i e n d a l a m m e m b a n t u p r o s e s 

p e n y e m b u h a n p e n y a k i t n y a . M e m b e r i k a n r a s a n y a m a n p a d a 
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p e l a n g g a n m e r u p a k a n s e s u a t u y a n g p e n t i n g d a l a m m e n c i p t a k a n 

k e k u a t a n y a n g b i s a m e m p e n g a r u h i p e n i l a i a n p a s i e n . 

R a s a k e p u a s a n m e r u p a k a n s u a t u e k s p r e s i k e b u t u h a n 

m a n u s i a a p a b i l a k e b u t u h a n n y a a k a n s e s u a t u t e r p e n u h i . P e m e n u h a n 

k e i n g i n a n a t a u k e b u t u h a n s e b a g a i r e a k s i p e n e r i m a a n j a s a 

p e r a w a t a n k e s e h a t a n s e b a g a i d e r a j a t k e s e s u a i a n a n t a r a h a r a p a n 

s e o r a n g p a s i e n a t a s p e r a w a t a n y a n g i d e a l d e n g a n p r e s e p s i n y a a t a s 

p e r a w a t a n y a n g m e r e k a t e r i m a . P a s i e n y a n g b e r o b a t d i f a s i l i t a s 

k e s e h a t a n d a p a t d i k a t a k a n p u a s b i l a p a s i e n t e r s e b u t m e r a s a a m a n , 

d i t e r i m a d a n d i c i n t a i s e l a m a m e n d a p a t k a n p e n g o b a t a n t e r s e b u t d a n 

a k a n m e r a s a l e b i h s e h a t . S e l a i n i t u a p a b i l a p a s i e n t e r s e b u t 

m e n d a p a t p e n g h a r g a a n d a n p e n g h o r m a t a n m a k a p a s i e n t e r s e b u t 

a k a n m e r a s a l e b i h p u a s l a g i ( H u a H a n , 2 0 0 3 ) . 

A. Hubungan Pendidikan Pasien BPJS Kesehatan dengan 

Kepuasan Pasien Terhadap Kualitas Pelayanan Pasien Balai 

Pengobatan Sukarami Palembang Tahun 2016. 

H a s i l p e n e l i t i a n p a d a t a b e l 4 . 8 d i k e t a h u i b a h w a b e r d a s a r k a n 

t i n g k a t p e n d i d i k a n s e b a g i a n b e s a r m e m i l i k i p r e s e p s i p u a s t e r h a d a p 

k u a l i t a s p e l a y a n a n b a l a i p e n g o b a t a n y a i t u b e r p e n d i d i k a n 

S D / S M P / S M A a t a u h a n y a b e r p e n d i d i k a n d a s a r s e b a n y a k 1 0 4 

r e s p o n d e n ( 9 5 , 4 % ) . H a s i l u j i s t a t i s t i k d i d a p a t k a n n i l a i p = 1 , 0 0 0 ( p 

< 0 , 0 5 ) y a n g m e n y a t a k a n t i d a k a d a n y a h u b u n g a n a n t a r a t i n g k a t 

p e n d i d i k a n d e n g a n k e p u a s a n p a s i e n t e r h a d a p k u a l i t a s p e l a y a n a n 

b a l a i p e n g o b a t a n . 

O r a n g y a n g b e r p e n d i d i k a n r e n d a h j a r a n g m e m i k i r k a n h a l - h a l 

y a n g d i l u a r d a y a n a l a m y a , s e d a n g k a n o r a n g y a n g b e r p e n d i d i k a n 

t i n g g i c e n d e r u n g u n t u k m e m e n u h i k e b u t u h a n n y a s e s u a i d e n g a n 

d a y a n a l a r y a n g d i m i l i k i n y a k a r e n a p e n g a r u h d a r i t i n g k a t 

p e n d i d i k a n n y a , s e h i n g g a o r a n g y a n g b e r p e n d i d i k a n t i n g g i 
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c e n d e r u n g m e r a s a k a n t i d a k p u a s d i b a n d i n g k a n d e n g a n o r a n g y a n g 

b e r p e n d i d i k a n r e n d a h ( B u d i m a n , 2 0 1 0 ) . 

B. Hubungan Jenis Kelamin Pasien BPJS Kesehatan dengan 

Kepuasan Pasien Terhadap Kualitas Pelayanan Pasien Balai 

Pengobatan Sukarami Palembang Tahun 2016. 

H a s i l p e n e l i t i a n p a d a t a b e l 4 . 9 d i k e t a h u i b a h w a 

b e r d a s a r k a n j e n i s k e l a m i n s e b a g i a n b e s a r r e s p o n d e n m e m i l i k i 

p r e s e p s i p u a s t e r h a d a p k u a l i t a s p e l a y a n a n b a l a i p e n g o b a t a n y a i t u 

b e r j e n i s k e l a m i n p e r e m p u a n s e b a n y a k 5 9 r e s p o n d e n ( 9 8 , 3 % ) . H a s i l 

u j i s t a t i s t i k d i d a p a t n i l a i p = 0 , 1 7 2 ( p > 0 , 0 5 ) , y a n g m e n u n j u k k a n 

t i d a k a d a n y a h u b u n g a n a n t a r a j e n i s k e l a m i n r e s p o n d e n d e n g a n 

k e p u a s a n p a s i e n t e r h a d a p k u a l i t a s p e l a y a n a n . 

J e n i s k e l a m i n j u g a d a p a t m e m p e n g a r u h i k e p u a s a n , d i m a n a 

i m t u k l a k i - l a k i m e m p u n y a i t u n t u t a n y a n g l e b i h b e s a r s e h i n g g a 

c e n d e r u n g u n t u k m e r a s a t i d a k p u a s d i b a n d i n g k a n d e n g a n 

p e r e m p u a n y a n g l e b i h m u d a h m e r a s a k a n p u a s d e n g a n p e l a y a n a n 

y a n g m e r e k a d a p a t k a n ( B u d i m a n , 2 0 1 0 ) . 

C. Hubungan Pekerjaan Pasien BPJS Kesehatan dengan 

Kepuasan Pasien Terhadap Kualitas Pelayanan Pasien Balai 

Pengobatan Sukarami Palembang Tahun 2016. 

H a s i l p e n e l i t i a n p a d a t a b e l 4 . 1 0 d i k e t a h u i b a h w a 

b e r d a s a r k a n p e k e r j a a n s e b a g i a n b e s a r r e s p o n d e n m e m i l i k i p r e s e p s i 

p u a s t e r h a d a p k u a l i t a s p e l a y a n a n b a l a i p e n g o b a t a n y a i t u b e k e r j a 

s e b a n y a k 7 3 r e s p o n d e n ( 9 4 , 8 % ) . H a s i l u j i s t a t i s t i k d i d a p a t b a h w a 

n i l a i p = 1 , 0 0 0 ( p > 0 , 0 5 ) , y a n g m e n u n j u k k a n t i d a k a d a n y a 

h u b u n g a n a n t a r a p e k e r j a a n r e s p o n d e n d e n g a n k e p u a s a n p a s i e n 

t e r h a d a p k u a l i t a s p e l a y a n a n . 

P a s i e n y a n g b e r p e n g h a s i l a n t i n g g i d a n m e r a s a m a m p u 

m e m b a y a r m a h a l m a k a t i d a k a k a n m u d a h m e r a s a p u a s b i l a l a y a n a n 
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k e s e h a t a n y a n g d i t e r i m a t i d a k s e s u a i k e h e n d a k n y a s e d a n g k a n 

p a s i e n y a n g b e r p e n g h a s i l a n r e n d a h d a n t i d a k b e k e r j a t i d a k a k a n 

t e r l a l u m e n u n t u t ( H a n d a y a n i , 2 0 0 3 ) . 

Hubungan Pelayanan Dokter dengan Kepuasan Kepuasan 

Pasien Terhadap Kualitas Pelayanan Pasien Balai Pengobatan 

Sukarami Palembang Tahun 2016. 

H a s i l p e n e l i t i a n p a d a t a b e l 4 . 1 1 d i k e t a h u i b a h w a s e b a g i a n 

b e s a r r e s p o n d e n m e m i l i k i p r e s e p s i p u a s t e r h a d a p k u a l i t a s 

p e l a y a n a n b a l a i p e n g o b a t a n y a i t u y a n g m e r a s a k a n p u a s t e r h a d a p 

p e l a y a n a n d o k t e r y a i t u s e b a n y a k 1 0 4 r e s p o n d e n ( 9 5 , 4 % ) . H a s i l u j i 

s t a t i s t i k d i d a p a t n i l a i p = 0 , 0 0 0 ( p < 0 , 0 5 ) , y a n g m e n y a t a k a n a d a 

h u b u n g a n a n t a r a p e l a y a n a n d o k t e r d e n g a n k e p u a s a n p a s i e n 

t e r h a d a p k u a l i t a s p e l a y a n a n . P e n e l i t i a n i n i s e j a l a n d e n g a n h a s i l 

p e n e l i t i a n y a n g d i l a k u k a n F a b y e n n e ( 2 0 1 4 ) d i p e l a y a n a n r a w a t 

i n a p k e l a s I I I r u m a h s a k i t m u h a m m a d i y a h p a l e m b a n g b a h w a 

t e r d a p a t h u b u n g a n b e r m a k n a a n t a r a p e l a y a n a n d o k t e r d e n g a n 

k e p u a s a n p a s i e n t e r h a d a p k u a l i t a s p e l a y a n a n p = 0 , 0 0 0 ( p < 0 , 0 5 ) , 

P e l a y a n a n d o k t e r y a n g s e m a k i n b a i k a k a n m e n y e b a b k a n 

s e m a k i n t i n g g i k e p u a s a n p a s i e n y a n g b e r o b a t , d i m a n a k o m u n i k a s i 

a n t a r a d o k t e r y a n g b e r o b a t h a r u s b a i k d a n b e k e r j a s e s u a i d e n g a n 

s t a n d a r p r o f e s i d o k t e r . S e b e l u m m e l a k u k a n s u a t u t i n d a k a n m e d i k 

t e r h a d a p p a s i e n m a k a d o k t e r t e r l e b i h d a h u l u h a r u s m e m b e r i k a n 

i n f o r m a s i y a n g c u k u p k e p a d a p a s i e n {Informed Consent) d a n 

m e n g h o r m a t i h a k - h a k p a s i e n a n t a r a l a i n s e p e r t i m e n e r i m a 

p e r a w a t a n y a n g d i b e r i k a n d e n g a n s o p a n d a n p e n u h p e r h a t i a n , 

m e n e r i m a k e t e r a n g a n l e n g k a p d a n j e l a s d a r i d o k t e m y a , m e n e r i m a 

p e l a y a n a n y a n g s e b a i k - b a i k n y a ( H a m s a r , 2 0 0 5 ) . 
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E. Hubungan Pelayanan Perawat dengan Kepuasan Kepuasan 

Pasien Terhadap Kualitas Pelayanan Pasien Balai Pengobatan 

Sukarami Palembang Tahun 2016. 

H a s i l p e n e l i t i a n p a d a t a b e l 4 . 1 2 d i k e t a h u i b a h w a s e b a g i a n b e s a r 

r e s p o n d e n m e m i l i k i p r e s e p s i p u a s t e r h a d a p k u a l i t a s p e l a y a n a n b a l a i 

p e n g o b a t a n y a i t u y a n g m e r a s a k a p u a s t e r h a d a p p e l a y a n a n p e r a w a t 

y a i t u s e b a n y a k 1 0 4 r e s p o n d e n ( 9 5 , 4 % ) . H a s i l u j i s t a t i s t i k d i d a p a t 

n i l a i p = 0 , 0 0 0 ( p < 0 , 0 5 ) , y a n g m e n y a t a k a n a d a h u b u n g a n a n t a r a 

p e l a y a n a n p e r a w a t d e n g a n k e p u a s a n p a s i e n t e r h a d a p k u a l i t a s 

p e l a y a n a n . P e n e l i t i a n i n i s e j a l a n d e n g a n p e n e l i t i a n i n i y a n g 

d i l a k u k a n F a b y e n n e ( 2 0 1 4 ) d i p e l a y a n a n r a w a t i n a p k e l a s I I I r u m a h 

s a k i t m u h a m m a d i y a h p a l e m b a n g b a h w a t e r d a p a t h u b u n g a n 

b e r m a k n a a n t a r a p e l a y a n a n p e r a w a t d e n g a n k e p u a s a n p a s i e n 

t e r h a d a p k u a l i t a s p e l a y a n a n p = 0 , 0 0 0 ( p < 0 , 0 5 ) . 

P e r a n a n p e l a y a n a n p e r a w a t d a l a m m e l a y a n i p a s i e n s a n g a t 

m e m p e n g a r u h i t i n g k a t k e p u a s a n p a s i e n . P e l a y a n a n k e p e r a w a t a n 

m e r u p a k a n p e l a y a n a n y a n g p a l i n g b a n y a k d i t e r i m a p a s i e n s e h i n g g a 

k u a l i t a s p e l a y a n a n p e r a w a t s a n g a t p e n t i n g u n t u k m e n e n t u k a n 

k e p u a s a n p a s i e n . P e l a y a n a n p e r a w a t y a n g b a i k t e r g a n t u n g p a d a 

s e j a u h m a n a t i n g k a t p r o f e s i o n a l i s m e p e r a w a t i t u s e n d i r i , y a n g 

m e n y a n g k u t s u m b e r d a y a m a n u s i a , s i s t e m m a n a j e m e n d a n m e t o d e 

p e l a y a n a n k e p e r a w a t a n y a n g d i b e r i k a n k e p a d a p a s i e n , k a r e n a 

t e n a g a p e r a w a t d i r u m a h s a k i t d i h a r a p k a n m e n g u a s a i k e t e r a m p i l a n 

p r o f e s i o n a l y a n g m e l i p u t i k e m a m p u a n i n t e l e k t u a l , i n t e r p e r s o n a l d a n 

t e k n i k a l d e n g a n m e m i l i h d a n m e n e r a p k a n t e o r i k o n s e p k e p e r a w a t a n 

y a n g s e s u a i d a n t e p a t g u n a d a l a m a s u h a n k e p e r a w a t a n d e n g a n 

m e n g g u n a k a n p r o s e s k e p e r a w a t a n s e b a g a i p e n d e k a t a n i l m i a h 

( H a m s a r , 2 0 0 5 ) . 
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F. Hubungan Pelayanan Administrasi dengan Kepuasan 

Kepuasan Pasien Terhadap Kualitas Pelayanan Pasien Balai 

Pengobatan Sukarami Palembang Tahun 2016. 

H a s i l p e n e l i t i a n p a d a t a b e l 4 . 1 3 d i k e t a h u i b a h w a s e b a g i a n 

b e s a r r e s p o n d e n m e m i l i k i p r e s e p s i p u a s t e r h a d a p k u a l i t a s p e l a y a n a n 

b a l a i p e n g o b a t a n y a i t u y a n g m e r a s a k a n p u a s t e r h a d a p p e l a y a n a n 

a d m i n i s t r a s i y a i t u s e b a n y a k 1 0 4 r e s p o n d e n ( 9 5 , 4 % ) . H a s i l u j i 

s t a t i s t i k d i d a p a t n i l a i p = 0 , 0 0 0 ( p < 0 , 0 5 ) , y a n g m e n y a t a k a n a d a 

h u b u n g a n a n t a r a p e l a y a n a n a d m i n i s t r a s i d e n g a n k e p u a s a n p a s i e n 

t e r h a d a p k u a l i t a s p e l a y a n a n . P e n e l i t i a n i n i s e j a i a n d e n g a n p e n e l i t i a n 

i n i y a n g d i l a k u k a n F a b y e n n e ( 2 0 1 4 ) d i p e l a y a n a n r a w a t i n a p k e l a s 

111 r u m a h s a k i t m u h a m m a d i y a h p a l e m b a n g m e n y a t a k a n b a h w a 

t e r d a p a t h u b u n g a n b e r m a k n a a n t a r a p e l a y a n a n a d m i n i s t r a s i d e n g a n 

k e p u a s a n p a s i e n t e r h a d a p k u a l i t a s p e l a y a n a n p = 0 , 0 3 1 ( p < 0 , 0 5 ) , 

m e n u r u t H a m s a r ( 2 0 0 5 ) , u n t u k m e n c i p t a k a n k e p u a s a n p a s i e n y a n g 

l e b i h b a i k l a g i , s u a t u f a s i l i t a s k e s e h a t a n h a r u s m e n c i p t a k a n d a n 

m e n g e l o l a s u a t u s i s t e m p e l a y a n a n a d m i n i s t r a s i y a n g t e r p a d u 

s e h i n g g a p e l a y a n a n t i d a k t e r k e s a n b e r b e l i t - b e l i t d a n t e r k e s a n 

b i r o k r a t i s . B e r d a s a r k a n t i n g k a t k e p u a s a n p a s i e n B P J S K e s e h a t a n 

d a l a m p e l a y a n a n a d m i n i s t r a s i b a l a i p e n g o b a t a n s u k a r a m i 

P a l e m b a n g s u d a h c u k u p p u a s . H a l i n i d a p a t t e r l i h a t d a l a m 

m e n a n g a n i p r o s e s a d m i n i s t r a s i b a g i p a s i e n d i l a k u k a n s e c a r a 

s i s t e m a t i s d a n t e r a t u r s e j a k p a s i e n d a t a n g s a m p a i p a s i e n s e l e s a i 

b e r o b a t d a r i b a l a i p e n g o b a t a n s u k a r a m i P a l e m b a n g . 

G. Hubungan Fasilitas Balai Pengobatan dengan Kepuasan 

Kepuasan Pasien Terhadap Kualitas Pelayanan Pasien Balai 

Pengobatan Sukarami Palembang Tahun 2016 

H a s i l p e n e l i t i a n p a d a t a b e l 4 . 1 4 d i k e t a h u i b a h w a s e b a g i a n b e s a r 

r e s p o n d e n m e m i l i k i p r e s e p s i p u a s t e r h a d a p k u a l i t a s p e l a y a n a n b a l a i 

p e n g o b a t a n y a i t u y a n g m e r a s a k a n p u a s t e r h a d a p f a s i l i t a s b a l a i 
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p e n g o b a t a n y a i t u s e b a n y a k 1 0 4 r e s p o n d e n ( 9 5 , 4 % ) . H a s i l u j i 

s l a t i s t i k d i d a p a t n i l a i p = 0 , 0 0 0 ( p < 0 , 0 5 ) m e n y a t a k a n a d a 

h u b u n g a n a n t a r a f a s i l i t a s b a l a i p e n g o b a t a n d e n g a n k e p u a s a n p a s i e n 

t e r h a d a p k u a l i t a s p e l a y a n a n . P e n e l i t i a n i n i s e j a l a n d e n g a n p e n e l i t i a n 

i n i y a n g d i l a k u k a n F a b y e n n e ( 2 0 1 4 ) d i p e l a y a n a n r a w a t i n a p k e l a s 

I I I r u m a h s a k i t m u h a m m a d i y a h p a l e m b a n g m e n y a t a k a n b a h w a 

t e r d a p a t h u b u n g a n b e r m a k n a a n t a r a f a s i l i t a s r u m a h s a k i t d e n g a n 

k e p u a s a n p a s i e n t e r h a d a p k u a l i t a s p e l a y a n a n p = 0 , 0 0 0 ( p < 0 , 0 5 ) . 

K e p u a s a n p a s i e n m e m p e n g a r u h i p e n i l a i a n m u t u d a n 

k u a l i t a s p e l a y a n a n t e r h a d a p s u a t u f a s i l i t a s k e s e h a t a n ( J a c o b a l i s , 

1 9 8 9 ) . K u a l i t a s m e r u p a k a n s u a t u k o n d i s i d i n a m i s y a n g 

b e r h u b u n g a n d e n g a n p r o d u k , j a s a , m a n u s i a , p r o s e s , d a n 

l i n g k u n g a n y a n g m e m e n u h i a t a u m e l e b i h i h a r a p a n . D e f i n i s i 

k u a l i t a s j a s a a t a u k u a l i t a s p e l a y a n a n b e r p u s a t p a d a u p a y a 

p e m e n u h a n k e b u t u h a n d a n k e i n g i n a n p e l a n g g a n s e r t a k e t e p a t a n 

p e n y a m p a i a n n y a u n t u k m e n g i m b a n g i h a r a p a n p e l a n g g a n 

( S i n u l i n g g a , 2 0 1 0 ) . 

K e p u a s a n p a s i e n a d a i a h s a l a h s a t u u k u r a n k u a l i t a s 

p e l a y a n a n p e r a w a t a n d a n m e r u p a k a n a l a t y a n g d a p a t d i p e r c a y a 

d a l a m m e m b a n t u d a n m e n y u s u n s u a t u p e r e n c a n a a n , p e i a k s a n a a n 

d a n e v a l u a s i d a r i s i s t e m p e l a y a n a n k e s e h a t a n . B i l a p a s i e n m e r a s a 

p u a s d e n g a n p e l a y a n a n y a n g d i b e r i k a n , d a l a m a r t i s e s u a i d e n g a n 

a p a y a n g d i h a r a p k a n , b e s a r k e m u n g k i n a n k o n s u m e n a t a u p a s i e n i n i 

a k a n k e m b a l i p a d a k e s e m p a t a n l a i n , y a n g l e b i h p e n t i n g l a g i p a s i e n 

a t a u k o n s u m e n a k a n m e n c e r i t a k a n k e p a d a o r a n g l a i n t e n t a n g 

k e p u a s a n y a n g d i t e r i m a n y a , u n t u k i t u f a s i l i t a s k e s e h a t a n p e r l u 

s e l a l u m e n j a g a h u b u n g a n d e n g a n p a s i e n - p a s i e n y a n g t e l a h 

m e n g g u n a k a n j a s a p e l a y a n a n f a s i l i t a s k e s e h a t a n . P e n i l a i a n 

k e p u a s a n p a s i e n d a p a t d i l a k u k a n s e j a k p a s i e n m u l a i b e r o b a t , 

d i d i a g n o s a , d i o b a t i s a m p a i m e r e k a s e l e s a i m e l a k u k a n p e n g o b a t a n 

( H a m s a r , 2 0 0 5 ) . 
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B a l a i p e n g o b a t a n S u k a r a m i P a l e m b a n g d a l a m m e n j a g a 

k u a l i t a s p e l a y a n a n s e l a l u b e r u s a h a m e n g u r a n g i k e m u n g k i n a n 

k e t i d a k p u a s a n y a n g d i r a s a k a n p a s i e n d a n h a r a p a n y a n g a d a d a r i 

s e m u a a s p e k y a n g b e r h u b u n g a n d e n g a n p r o s e s p e l a y a n a n d e n g a n 

c a r a m e n y e d i a k a n k o t a k - k o t a k s a r a n d a n s m s l a y a n a n k o n s u m e n 

B P J S K e s e h a t a n , k a r e n a u n t u k b i s a b e k e r j a s e c a r a p r o f e s i o n a l 

d i p e r l u k a n s a r a n a d a n p r a s a r a n a k e r j a y a n g m e m a d a i . P e r l u i k l i m 

k e i j a y a n g k o n d u s i f d e n g a n b u d a y a o r g a n i s a s i y a n g m e n d u k u n g 

d a l a m b e r i n t e r a k s i d e n g a n t e n a g a k e s e h a t a n l a i n s e r t a b u d a y a 

o r g a n i s a s i y a n g m e m f a s i h t a s i k e r j a s a m a d e n g a n p a s i e n . 
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BAB V 
KESIMPULAN DAN SARAN 

5.1. Kesimpulan 

B e r d a s a r k a n h a s i l p e n e l i t i a n t e n t a n g F a k t o r - F a k t o r y a n g B e r h u b u n g a n 

d e n g a n K e p u a s a n P e s e r t a B P J S K e s e h a t a n t e r h a d a p K u a l i t a s P e l a y a n a n b a l a i 

p e n g o b a t a n s u k a r a m i P a l e m b a n g T a h u n 2 0 1 6 , s e h i n g g a d a p a t d i s i m p u l k a n 

s e b a g a i b e r i k u t ; 

1 . F r e k u e n s i k e p u a s a n p e s e r t a B P J S K e s e h a t a n t e r h a d a p k u a l i t a s p e l a y a n a n 

b a l a i p e n g o b a t a n s u k a r a m i p a l e m b a n g b e r d a s a r k a n k a r a k t e r i s t i k p a s i e n 

y a i t u . P e n d i d i k a n r e p o n d e n t e r b a n y a k a d a i a h t i n g k a t S D / S M P / S M A y a i t u 

s e b a n y a k 8 3 o r a n g , j e n i s k e l a m i n y a n g t e r b a n y a k a d a i a h p e r e m p u a n y a i t u 

6 0 o r a n g d a n d a r i p e k e r j a a n s e b a n y a k 7 7 o r a n g . F r e k u e n s i k e p u a s a n 

p e s e r t a B P J S K e s e h a t a n t e r h a d a p k u a l i t a s p e l a y a n a n b a l a i p e n g o b a t a n 

s u k a r a m i p a l e m b a n g u n t u k p e l a y a n a n d o k t e r s e b a n y a k 1 0 3 o r a n g p u a s , 

p e l a y a n a n p e r a w a t s e b a n y a k 1 0 3 o r a n g p u a s , p e l a y a n a n a d m i n i s t r a s i 

s e b a y a k 1 0 4 o r a n g p u a s d a n f a s i l i t a s b a l a i p e n g o b a t a n s e b a y a k 1 0 3 o r a n g 

p u a s . 

2 . T i d a k a d a n y a h u b u n g a n y a n g b e r m a k n a a n t a r a p e n d i d i k a n p e s e r t a B P J S 

K e s e h a t a n d e n g a n k e p u a s a n p e s e r t a B P J S K e s e h a t a n t e r h a d a p k u a l i t a s 

p e l a y a n a n b a l a i p e n g o b a t a n s u k a r a m i P a l e m b a n g T a h u n 2 0 1 6 . 

3 . T i d a k a d a n y a h u b u n g a n y a n g b e r m a k n a a n t a r a j e n i s k e l a m i n p e s e r t a B P J S 

k e s e h a t a n d e n g a n k e p u a s a n p e s e r t a B P J S t e r h a d a p k u a l i t a s p e l a y a n a n 

b a l a i p e n g o b a i a n s u k a r a m i P a l e m b a n g T a h u n 2 0 1 6 . 

4 . T i d a k a d a n y a h u b u n g a n y a n g b e r m a k n a a n t a r a p e k e r j a a n p e s e r t a B P J S 

k e s e h a t a n d e n g a n k e p u a s a n p e s e r t a B P J S t e r h a d a p k u a l i t a s p e l a y a n a n 

b a l a i p e n g o b a t a n s u k a r a m i P a l e m b a n g T a h u n 2 0 1 6 . 

5 . A d a n y a h u b u n g a n y a n g b e r m a k n a a n t a r a p e l a y a n a n d o k t e r d e n g a n 

k e p u a s a n p e s e r t a B P J S K e s e h a t a n t e r h a d a p k u a l i t a s p e l a y a n a n b a l a i 

p e n g o b a t a n s u k a r a m i P a l e m b a n g T a h u n 2 0 1 6 . 
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LAMPIRAN 

Lampiran 1. Lembar Persetujuan Responden 

B a p a k / I b u / S a u d a r a P e s e r t a B P J S y a n g t e r h o r m a t . 

K u e s i o n e r i n i m e r u p a k a n b a g i a n d a r i p e n e l i t i a n t e n t a n g k e p u a s a n p a s i e n 

t e r h a d a p k u a l i t a s p e l a y a n a n p a s i e n B P J S p a d a b a l a i p e n g o b a t a n S u k u r a m i 

P a l e m b a n g t a h u n 2 0 1 6 , k h u s u s n y a b a g i p a s i e n p e s e r t a B P J S K e s e h a t a n . H a s i l 

y a n g o b y e k t i f d a r i p e n e l i t i a n d i h a r a p k a n d a p a t m e m b e r i k a n m a s u k a n b a g i p i h a k 

b a l a i p e n g o b a t a n S u k u r a m i P a l e m b a n g d a l a m u p a y a p e n i n g k a t a n m u t u p e l a y a n a n 

b a l a i p e n g o b a t a n S u k u r a m i P a l e m b a n g . 

K a m i m o h o n b a n t u a n B a p a k / I b u / S a u d a r a m e n j a w a b p e r t a n y a a n y a n g t e l a h 

k a m i s e d i a k a n , d a n s e l u r u h i n f o r m a s i y a n g d i b e r i k a n b e r s i f a t r a h a s i a d a n m e n j a d i 

r e f e r e n s i p e n t i n g b a g i p e n e l i t i d a n P i h a k b a l a i p e n g o b a t a n S u k u r a m i P a l e m b a n g 

T e r i m a k a s i h k a m i s a m p a i k a n k e p a d a B a p a k / l b u / S a u d a r a a t a s k e s e d i a a n n y a 

m e n g i s i k u e s i o n e r i n i . 

P a l e m b a n g , 2 0 1 6 

( 
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Lampiran 2. Kuesioner Penelitian 

FAKTOR - FAKTOR YANG BERHUBUNGAN DENGAN 
KEPUASAN PELAYANAN PESERTA BPJS KESEHATAN 

DI BALAI PENGOBATAN SUKARAMI 
PALEMBANG TAHUN 2016 

I . IDENTITAS RESPONDEN 

N a m a 

Jen i s K e l a m i n 1 . L a k i - l a k i 
2 . P e r e m p u a n 

U m u r t a h u n 

A l a m a t R u m a h A l a m a t R u m a h 

K e l u r a h a n 

N o . Pese r t a B P J S • 

P e n d i d i k a n T e r a k h i r l . S D / S M P 
2 . S M A / S M K 
3 . A k a d e m i / U n i v e r s i tas 

P e k e r j a a n 1 . T i d a k b e k e r j a 
2 . B e k e r j a 

P e n g h a s i l a n K e l u a r g a / b u l a n R p • 

A p a k a h A n d a s e b e l u m n y a 
s u d a h p e m a h be roba t ke b a l a i 
p e n g o b a t a n S u k u r a m i 
P a l e m b a n g 

1 . S u d a h 
2 . B e l u m 

B e r a p a k a l i A n d a be roba t 
m e n g g u n a k a n f a s i l i t a s B P J S d i 
b a l a i p e n g o b a i a n S u k u r a m i 
P a l e m b a n g 

1 . 1 k a l i 
2 . 2 k a l i 
3 . 3 k a l i 
4 . 4 k a l i 

A p a k a h A n d a / K e l u a r g a A n d a 
p e m a h d l t o l a k d i b a l a i 
p e n g o b a t a n S u k u r a m i 
P a l e m b a n g 

1 . Y a 
2 . T i d a k 

A p a k a h A n d a / K e l u a r g a A n d a 
p e m a h d l t o l a k d i b a l a i 
p e n g o b a t a n S u k u r a m i 
P a l e m b a n g 
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IDENTIFIKASI F A K T O R - F A K T O R YANG BERHUBUNGAN DENGAN 
KEPUASAN PELAYANAN P E S E R T A BPJS KESEHATAN DI BALAI 

PENGOBATAN SUKARAMI PALEMBANG 

P e t u n j u k : 

S k o r 2 a p a b i l a m e n i l a i Puas ( P ) 
Skor 1 a p a b i l a m e n i l a i T i d a k Puas ( T P ) 
B e r i l a h t a n d a c o n t r e n g ( V ) pada k o l o m sesua i j a w a b a n saudara b e r d a s a r k a n h a r a p a n 
y a n g saudara k e h e n d a k i atas k u a l i t a s p e l a y a n a n . 

1 . Pelayanan Dokter 

No Ptf̂ rf R n v A i i n 
Kepuasan 

No Ptf̂ rf R n v A i i n 
TP 
1 

F 
2 

1. Responsiviness (cepat tanggap) 
K e h a d i r a n d o k t e r tepat w a k t u u n t u k 
m e m e r i k s a B a p a k a t a u I b u sesua i 
j a d w a l 

2 . Responsivines5( cepat tanggap) 
P e n j e l a s a n y a n g d i b e r i k a n d o k t e r 
t e n t a n g p r o s e d u r p e m e r i k s a a n a t a u 
t i n d a k a n y a n g a k a n d i l a k u k a n pada 
B a p a k a t a u I b u j e l a s d a n m u d a h 
d i m e n g e r t i 

3 . Res pons iviness( cepat tanggap) 
K e m a m p u a n d o k t e r u n t u k cepat 
t a n g g a p m e y e l e s a i k a n k e l u h a n pas i en 

4. Assurance (jaminan) 
P e n g e t a h u a n d a n k e m a m p u a n para 
d o k t e r m e n e t a p k a n d i a g n o s i s p e n y a k i t 

5 . Assurance (jaminan) 
K e s u n g g u h a n d o k t e r pada saat 
m e m e r i k s a dan m e n g o b a t i B a p a k a t a u 
I b u 

6. Reliability (kehandalan) 
D o k t e r m e m b e r i k a n p e l a y a n a n sesua i 
k e b u t u h a n pas i en 

7 . Emphaty (empati) 
D o k t e r m e m b e r i k a n p e r h a t i a n secara 
k h u s u s d a n b a i k pada se t i ap p a s i e n 
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2. Pelayanan Perawat 

No Pertanyaan 

Kepuasan 

No Pertanyaan 
TP 

I 
p 
2 

1. Responsiviness (cepat tanggap) 
Selama Bapak atau Ibu dalam 
perawatan, perawat selalu 
menanggapi keluhan Bapak atau Ibu 
dengan cepat 

2. Responsiviness (cepat tanggap) 
Pada saat Bapak atau Ibu 
mem butuhkan bantuan perawat, 
perawat segera datang dan 
memberikan pelayanan. 

3. Responsiviness (cepat tanggap ) 
Perawat tepat waktu untuk memayani 
Bapak atau Ibu sesuai jadwal 

4. Reliability (kehandalan) 
Perawat selalu memberikan pelayanan 
tindakan perawatan atau pengobatan 
dengan cepat dan tepat 

5. Emphaty (empati) 
Perawat selalu memberikan 
penjelasan akibat dari ketidakpatuhan 
atas anjuran dokter 

6. Assurance (jaminan) 
Perawat terampil dalam 
melaksanakan tindakan menyuntik, 
mengukur tensi. 

7. Assurance (jaminan) 
Perawat melaksanakan tugas rutin 
sehari-hari dengan ketekunan 
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3. Pelayanan Administrasi 

No Pertanyaan 
Kepuasan 

No Pertanyaan 
TP 
1 

p 
2 

1. Responsiviness (cepat tanggap) 
P r o s e d u r p e n e r i m a a n p a s i e n y a n g 
c e p a t d a n t e p a t 

2. Responsiviness (cepat tanggap) 
P e n j e l a s a n t e n t a n g p e r a t u r a n a t a u 
p r o s e d u r b e r o b a t d a n k e u a n g a n 
y a n g d i k e m u k a k a n p e t u g a s 

3. Assurance (jaminan) 
K a r y a w a n a d m i n i s t r a s i m e m i l i k i 
k e m a m p u a n d a n p e n g e t a h u a n y a n g 
l u a s s e r t a c a k a p d a l a m 
m e n j a l a n k a n t u g a s n y a 

4. Assurance (jaminan) 
S i k a p p e t u g a s b a g i a n p e n e r i m a a n 
d a n p e n d a f t a r a n p e n g o b a t a n d a l a m 
m e l a y a n i p a s i e n b a r u m a s u k 

5. Reliability (kehandalan) 
K e g i a t a n a d m i n i s t r a s i r a p i d a n 
t e r a t u r 

6. Reliability (kehandalan) 
J a d w a l p e l a y a n a n b a l a i 
p e n g o b a t a n s e s u a i d e n g a n j a d w a l 

7. Tangibel (penampilan fisik) 
K e t e r s e d i a a n t e m p a t m e n u n g g u 
d a n k e n y a m a n a n r u a n g a n 
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4. Fasilitas Balai Pengobatan 

No Pertanyaan 
Kepuasan 

No Pertanyaan 
TP P 

2 

1. Tangibel (penampilan fisik) 
R u a n g p e r i k s a B a p a k a t a u I b u s e l a l u 
d i j a g a k e b e r s i h a n n y a dan n y a m a n 

2. Tangibel (penampilan fisik) 
K a m a r m a n d i a t a u W C s e l a l u 
d i b e r s i h k a n , d a n t i d a k be rbau . 

3. Tangibel (penampilan fisik) 
A i r k a m a r m a n d i s e l a l u c u k u p 
t e r s ed i a d a n t e rdapa t w a s t a f e l u n t u k 
c u c i t a n g a n 

4. Tangibel (penampilan fisik) 
T e m p a t t i d u r p e r i k s a B a p a k a t a u I b u 
k e b e r s i h a n n y a d a n r a p i 

5. Tangibel (penampilan fisik) 
R u a n g p e r i k s a B a p a k a t a u I b u s e l a l u 
t e r l i h a t k e i n d a h a n n y a d a n 
k e r a p i a n n y a atas b a r a n g - b a r a n g y a n g 
ada d i d a l a m n y a . 

6. Tangibel (penampilan fisik) 
R u a n g p e r i k s a B a p a k a t a u I b u 
p e n e r a n g a n n y a c u k u p t e r a n g b a i k 
s i a n g m a u p u n m a l a m 

7. Tangibel (penampilan fisik) 
Fas i 1 i t as y an g t e r sed i a d i r u a n g 
p e r i k s a B a p a k a t a u I b u s u d a h sesua i 
dengan y a n g d i h a r a p k a n sepe r t i 
k e b e r s i h a n , k e r a p i a n dan k e n y a m a n a n 
r u a n g a n . 

S u m b e r : ( H a m s a r , 2 0 0 5 ) ; ( S u r y a w a t i d k k , 2 0 0 6 ) 
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Lampiran 3. Hasil Analisis SPSS 

1. Jenis Kelamin 

Case Processing Summary 

Cases 

Valid Missing Total 

N Percent N Percent N Percent 

Jenis Kelamin * Kepuasan Pasien 109 100.0% 0 .0% 109 100.0% 

Jenis Kelamin * Kepuasan Pasien Crosstabulation 

Kepuasan Pasien 

Total Tidak Puas Puas Total 

Jenis Kelamin Laki-laki Count 

% within Jenis Kelamin 

4 

8.2% 

45 

91.8% 

49 

100.0% 

Perempuan Count 

% within Jenis Kelamin 

1 

1.7% 

59 

98.3% 

60 

100.0% 

Total Count 

% within Jenis Kelamin 

5 

4.6% 

104 

95.4% 

109 

100.0% 

Chi-Square Tests 

Asymp. Sig. Exact Sig. (2- Exact Sig. (1-

Value df (2-sided) sided) sided) 

Pearson Chi-Square 2.60 f 1 .107 

Continuity Correction'' 1.328 1 .249 

Likelihood Ratio 2.706 I .100 

Fisher's Exact Test .172 .125 

Li near-by-Linear 

Association 
2.577 1 .108 

N of Valid Cases'' 109 

a. 2 cells (50.0%) have expected count less than 5. The minimum expected count is 2.25. 

b. Computed only for a 2x2 table 
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Risk Estimate 

95% Confidence Interval 

Value Lower Upper 

Odds Ratio for Jenis Kelamin (Laki-laki 

/ Perempuan) 
5.244 .567 48.548 

For cohort Kepuasan Pasien = Tidak 

Puas 
4.898 .566 42.410 

For cohort Kepuasan Pasien = Puas .934 .854 1.022 

N of Valid Cases 109 

2. Pekerjaan: 

Case Processing Summary 

Cases 

Valid Missing Total 

N Percent N Percent N Percent 

Pekerjaan * Kepuasan 

Pasien 
109 100.0% 0 .0% 109 100.0% 

Pekerjaan * Kepuasan Pasien Crosstabulation 

Kepuasan Pasien 

Total Tidak Puas Puas Total 

Pekerjaan Tidak Bekerja Count 

% within Pekerjaan 

1 

3 . 1 % 

31 

96.9% 

32 

100.0% 

Bekerja Count 

% within Pekerjaan 

4 

5.2% 

73 

94.8% 

77 

100.0% 

Total Count 

% within Pekerjaan 

5 

4.6% 

104 

95.4% 

109 

100.0% 
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Chi-Square Tests 

Value df 

Asymp. Sig. 

(2-sided) 

Exact Sig. (2-

sided) 

Exact Sig. (1 -

sided) 

Pearson Chi-Square .221" 1 .638 

Continuity Correction" .000 1 1.000 

Likelihood Ratio .238 1 .626 

Fisher's Exact Test 1.000 .540 

Linear-by-Linear 

Association 
.219 1 .640 

N o t Valid Cases" 109 

a. 2 cells (50.0%) have expected count less than 5. The minimum expected count is 1.47. 

b. Computed only for a 2x2 table 

Risk Estimate 

95% Confidence Interval 

Value Lower Upper 

Odds Ratio for Pekerjaan (Tidak 

Bekerja / Bekerja) 
.589 .063 5.482 

For cohort Kepuasan Pasien = Tidak 

Puas 
.602 .070 5.176 

For cohort Kepuasan Pasien = Puas 1.022 .942 1.108 

N of Valid Cases 109 
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3. Pendidikan : 

Case Processing Summary 

Cases 

Valid Missing Total 

N Percent N Percent N Percent 

pendidikan akhir* 

Kepuasan Pasien 
109 100.0% 0 .0% 109 100.0% 

pendidikan akhir * Kepuasan Pasien Crosstabulation 

Kepuasan Pasien 

Total Tidak Puas Puas Total 

pendidikan SD/SMP/SMA Count 

^•^^'^ % within pendidikan 

akhir 

4 

4.8% 

79 

95.2% 

83 

100.0% 

Perguruan Count 

hnggi % within pendidikan 

akhir 

1 

3.8% 

25 

96.2% 

26 

100.0% 

Total Count 

% within pendidikan 

akhir 

5 

4.6% 

104 

95.4% 

109 

100.0% 

Chi-Square Tests 

Asymp. Sig. Exact Sig. (2- Exact Sig. (1 -

Value df (2-sided) sided) sided) 

Pearson Chi-Square .043" 1 .836 

Continuity Correction" ,000 1 1.000 

Likelihood Ratio .044 1 .833 

Fisher's Exact Test 1.000 .657 

Linear-by-Linear 

Association 
.042 1 .837 

N of Valid Cases" 109 

a. 2 cells (50.0%) have expected count less than 5. The minimum expected count is 1.19. 

b. Computed only for a 2x2 table 
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Risk Estimate 

95% Confidence Interval 

Value Lower Upper 

Odds Ratio for pendidikan akhir 

(SD/SMP/SMA / Perguruan tinggi) 
1.266 .135 11.855 

For cohort Kepuasan Pasien = Tidak 

Puas 
1.253 .146 10.720 

For cohort Kepuasan Pasien = Puas .990 .904 1.084 

N of Valid Cases 109 

4. Pelayanan Dokter 
Case Processing Summary 

Cases 

Valid Missing Total 

N Percent N Percent N Percent 

Dokter * Kepuasan 

Pasien 
109 100.0% 0 .0% 109 100.0% 

Dokter * Kepuasan Pasien Crosstabulation 

Kepuasan Pasien 

Total Tidak Puas Puas Total 

Dokter tidak baik pelayanan Count 

% within Dokterl 

4 

66.7% 

2 

33.3% 

6 

100.0% 

baik pelayanan dokter Count 

% within Dokterl 

1 

1.0% 

102 

99.0% 

103 

100.0% 

Total Count 

% within Dokterl 

5 

4.6% 

104 

95.4% 

109 

100.0% 
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Chi-Square Tests 

Value df 

Asymp. Sig. 

(2-sided) 

Exact Sig. (2-

sided) 

Exact Sig. (1-

sided) 

Pearson Chi-Square 55.910" 1 .000 

Continuity Correction" 41.907 1 .000 

Likelihood Ratio 21.688 1 .000 

Fisher's Exact Test ,000 .000 

Linear-by-Linear 

Association 
55.397 1 .000 

N of Valid Cases" 109 

a. 2 cells (50.0%) have expected count less than 5. The minimum expected count is .28. 

b. Computed only for a 2x2 table 

Risk Estimate 

95% Confidence Interval 

Value Lower Upper 

Odds Ratio for Dokter (tidak baik 

pelayanan dokter / balk pelayanan 

dokter) 

204.000 15.151 2746.716 

For cohort Kepuasan Pasien = Tidak 

Puas 
68.667 9.011 523.270 

For cohort Kepuasan Pasien = Puas .337 .109 1.044 

N of Valid Cases 109 
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5. Pelayanan Perawat 
Case Processing Summary 

Cases 

Valid Missing Total 

N Percent N Percent N Percent 

Perawat * Kepuasan 

Pasien 
109 100.0% 0 .0% 109 100.0% 

Perawat* Kepuasan Pasien Crosstabulation 

Kepuasan Pasien 

Total Tidak Puas Puas Total 

Perawat tidak baik pelayanan Count 

perawat % within Perawat 

4 

66.7% 

2 

33.3% 

6 

100.0% 

baik pelayanan perawat Count 

% within Perawat 

1 

1.0% 

102 

99.0% 

103 

100.0% 

Total Count 

% within Perawat 

5 

4.6% 

104 

9 5 4 % 

109 

100.0% 

Chi-Square Tests 

Value df 

Asymp, Sig. 

(2-sided) 

Exact Sig. (2-

sided) 

Exact Sig. (1 -

sided) 

Pearson Chi-Square 55.910" 1 .000 

Continuity Correction" 41.907 1 .000 

Likelihood Ratio 21.688 1 .000 

Fisher's Exact Test .000 .000 

Linear-by-Linear 

Association 
55.397 1 .000 

N of Valid Cases" 109 

a. 2 cells (50.0%) have expected count less than 5. The minimum expected count is .28. 

b. Computed only for a 2x2 table 
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Risk Estimate 

95% Confidence Interval 

Value Lower Upper 

Odds Ratio for Perawat {tidak baik 

pelayanan perawat / baik pelayanan 204.000 15.151 2746.716 

perawat) 

For cohort Kepuasan Pasien = Tidak 

Puas 
68.667 9.011 523.270 

For cohort Kepuasan Pasien = Puas .337 .109 1.044 

N of Valid Cases 109 

6. Pelayanan Administarsi 
Case Processing Summary 

Cases 

Valid Missing Total 

N Percent N Percent N Percent 

Administrasi * Kepuasan 

Pasien 
109 100.0% 0 .0% 109 100.0% 

Administrasi * Kepuasan Pasien Crosstabulation 

Kepuasan Pasien 

Total 

Tidak 

Puas Puas Total 

Administrasi tidak baik pelayanan Count 

^^"^ % within 

Administrasi 

4 

80.0% 

1 

20.0% 

5 

100.0% 

balk pelayanan adm Count 

% within 

Administrasi 

1 

1.0% 

103 

99.0% 

104 

100.0% 

Total Count 

% within 

Administrasi 

5 

4.6% 

104 

95.4% 

109 

100.0% 
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Fas.BPI * Kepuasan Pasien Crosstabulation 

Chi-Square Tests 

Value df 

A c \ / m n 

(2-Sided) sided) 

F v a n t Qin / 1 -CAdl.'l o i y . \ 1 

sided) 

Pearson Chi-Square 68.093" 1 .000 

Continuity Correction" 51.232 1 .000 

Likelihood Ratio 24.303 1 .000 

Fisher's Exact Test .000 .000 

Linear-by-Linear 

Association 
67.468 1 .000 

N of Valid Cases" 109 

a. 3 cells (75.0%) have expected count less than 5. The minimum expected count is .23. 

b. Computed only for a 2x2 table 

Risk Estimate 

95% Confidence 

Interval 

Value Lower Upper 

Odds Ratio for Administrasi (tidak baik pelayanan adm / baik 

pelayanan adm) 
412.000 21.644 7842.441 

For cohort Kepuasan Pasien = Tidak Puas 83.200 11.269 614.246 

For cohort Kepuasan Pasien = Puas .202 .035 1.166 

N of Valid Cases 109 

7. Fasilitas Balai Pengobatan 

Case Processing Summary 

Cases 

Valid Missing Total 

N Percent N Percent N Percent 

Fas. BP * Kepuasan 

Pasien 
109 100.0% 0 .0% 109 100.0% 
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Kepuasan Pasien 

Total T i d a k P i i a ^ < UdO Total 

Fas.BP tidak baik fas. BP Count 

% within Fas.BP 

4 

66.7% 

2 

33.3% 

6 

100.0% 

baikfas.BP Count 

% within Fas.BP 

1 

1.0% 

102 

99.0% 

103 

100.0% 

Total Count 

% within Fas.BP 

5 

4.6% 

104 

95.4% 

109 

100.0% 

Chi-Square Tests 

Value Df 

Asymp. Sig. 

(2-sided) 

Exact Sig. (2-

sided) 

Exact Sig. (1 -

sided) 

Pearson Chi-Square 55.910" 1 .000 

Continuity Correction" 41.907 1 .000 

Likelihood Ratio 21.688 1 .000 

Fisher's Exact Test .000 .000 

Linear-by-Linear 

Association 
55.397 1 .000 

N of Valid Cases" 109 

a. 2 cells (50.0%) have expected count less than 5. The minimum expected count is .28. 

b. Computed only for a 2x2 table 

Risk Estimate 

95% Confidence Interval 

Value Lower Upper 

Odds Ratio for Fas.BP (tidak baik 

fas. BP/baik fas.BP) 
204.000 15.151 2746.716 

For cohort Kepuasan Pasien = Tidak 

Puas 
68.667 9.011 523.270 

For cohort Kepuasan Pasien = Puas .337 .109 1.044 

N of Valid Cases 109 



Lamipran 4. Lembar Observasional 

No Nama Jenis 
iveiamin 

Pekerjaan pendidikan Pelayanan dokter Pelayanan 
perawat 

Pelayan 
administrasi 

Fasilitas 
DD Br 

Kepuasan 
pasien 

1 A T V , 

Am Laki-laki — : 

Bekerja bMA naiK BaiK baik baik Puas 
t I r Perempuan 1 luaK neKerja C M A oaiK oaiK baik baik Puas 
6 b u Laki-laki DCKeria D T r 1 tsaiK oaiK baik baik Puas 
A 

4 Me Perempuan Tidak bekerja C M A bMA •a iK oaiK baik baik Puas 
r 
b by r erempuan DCKerja C M A oaiK R-^ib 

oaiK 
R i J b 
baik 

D i i b 
baik Puas 

n 
O rerempuan DcKerja Cn C M P oaiK R ^ i b R o i b 

baiK 
baiK Puas 

1 As Perempuan Bekerja D T r 1 R n i U 
oaiK BaiK baik baik Puas 

Q 
o IW Laki-laki oeKerja C M A DaiK oaiK baik baik Puas 
Q It Perempuan oeKeria C M A DMA R-^iU 

oaiK 
riaiK baik baik Puas 

1 n iU Laki-laki oeKerja cn C M P oaiK oaiK baik baik Puas 
i i Sp Laki-laki Bekerja D T r 1 Rnib-

oaiK 
R-vJb 
uaiK baiK baik r>> i n n 

ruas 
b s Perempuan Tidak bekerja D T T ; ^ I i l l - I V T I I T 

I l a a K DaiK Tidak baik 1 idak L ia ik 1 Idak baik T*! .Jnir M . . n n 
1 Idak puas 

br LaKi- iaKi tj A D A t"l A 

oeKerja 
C M A DMA oaiK H^nib 

oaiK 
R o J b 
baiK baik Puas 

1 / I 
1 4 1 m Laki-laki 1 luaK neKerja D T r I •a iK oaiK baik baiK Puas 
l b Up Perempuan Bekerja D T r 1 RiJb-

oaiK 
DaiK baik baik ruas 

1 c 
lo 

Km Perempuan 1 luaK DCKerja C M A bMA u a i K £>aiK baik • l i b 
baik Puas 

1 / I S Laki-laki Tidak bekerja C M A bMA R n i D 
d a i K oaiK baik O T , i 1 T 

baik 
n« i n n 

Puas 1 Q 
l o 

A *-

At Laki-laki Bekerja C M A bMA tsaiK Baik baik • T , : I . 

baik 
IT- . n n 

Puas 
1 O 
l y 

Yp Perempuan ' 1' 1 / \ \r Y\ A U" A r*l O 

I IQdK D6K6r)3 
C M A DMA •aiK oaiK baiK • T V J b 

baiK Puas 
o n ZU M,T 

Ky 
Laki-laki Bekerja C M A DMA t sa iK BaiK baiK baik Puas 

7 1 R r 
IVl 

PororYi m 1 ^ n 1 ILldlv LJt7t\.trI la 9 M A Jiv ir t OaJ IV D d l K Puas 
22 Sa Perempuan Bekerja SMA Baik Baik Baik Baik Puas 
23 Fa Laki-laki Bekerja PT Baik Baik Baik Baik Puas 
24 My Laki-laki Bekerja SMA Baik Baik Baik Baik Puas 
25 lu Laki-laki Bekerja SD-SMP Baik Baik Baik Baik Puas 
26 Yt Laki-laki Bekerja SD-SMP Baik Baik Baik Baik Puas 
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5 7 R a P e r e m p u a n T i d a k b e k e r j a S D - S M P B a i k B a i k B a i k B a i k P u a s 
5 8 N I P e r e m p u a n T i d a k b e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
5 9 N y P e r e m p u a n B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
60 N b P e r e m p u a n 

y 
B e k e r j a P T B a i k B a i k B a i k B a i k P u a s 

61 N h P e r e m p u a n T i d a k b e k e r j a S D - S M P B a i k B a i k B a i k B a i k P u a s 
6 2 E m P e r e m p u a n B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
6 3 E r P e r e m p u a n T i d a k b e k e r j a S D - S M P B a i k B a i k B a i k B a i k P u a s 
6 4 H s L a k i - l a k i B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
6 5 S m P e r e m p u a n B e k e r j a S M A B a i k B a i k B a l k B a i k P u a s 
6 6 E s L a k i - l a k i B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
6 7 Y a P e r e m p u a n T i d a k b e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
6 8 E s P e r e m p u a n B e k e r j a S D - S M P B a i k B a i k B a i k B a i k P u a s 
6 9 E e L a k i - l a k i B e k e r j a S M A B a i k B a i k B a i k T i d a k b a i k P u a s 
70 I m P e r e m p u a n B e k e r j a S M A B a i k B a i k B a i k T i d a k b a i k P u a s 
7 1 P e L a k i - l a k i B e k e r j a S M A T i d a k b a i k T i d a k b a i k T i d a k b a i k B a i k T i d a k p u a s 
7 2 M d L a k i - l a k i B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
7 3 E a L a k i - l a k i B e k e r j a P T B a i k B a i k B a i k B a i k P u a s 
7 4 E h P e r e m p u a n B e k e r j a P T B a i k B a i k B a i k B a i k P u a s 
7 5 E k P e r e m p u a n B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
7 6 F t P e r e m p u a n B e k e r j a 

d 
S D - S M P B a i k B a i k B a i k B a i k P u a s 

7 7 E z P e r e m p u a n B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
7 8 L m P e r e m p u a n T i d a k b e k e r j a S D - S M P B a i k B a i k B a i k B a i k P u a s 
7 9 E p L a k i - l a k i T i d a k b e k e r j a S D - S M P T i d a k b a l k B a i k B a i k B a i k P u a s 
80 E n P e r e m p u a n B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
81 E p L a k i - l a k i B e k e r j a S M A B a l k B a i k B a i k B a i k P u a s 
8 2 E i P e r e m p u a n T i d a k b e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
8 3 D d L a k i - l a k i B e k e r j a S M A T i d a k b a i k B a i k T i d a k b a i k T i d a k b a i k T i d a k p u a s 
8 4 H i L a k i - l a k i B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
8 5 M w P e r e m p u a n T i d a k b e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
86 D I L a k i - l a k i B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
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8 7 C m P e r e m p u a n T i d a k b e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
8 8 Co P e r e m p u a n B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
8 9 A b L a k i - l a k i B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
9 0 B d L a k i - l a k i B e k e r j a S D - S M P B a i k B a i k B a i k B a i k P u a s 
9 1 B s L a k i - l a k i B e k e r j a P T B a i k B a i k B a i k B a i k P u a s 
9 2 H y L a k i - l a k i B e k e r j a S D - S M P B a i k B a i k B a i k B a i k P u a s 
9 3 M i P e r e m p u a n B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
9 4 M a L a k i - t a k i B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
9 5 T p P e r e m p u a n B e k e r j a P T B a i k B a i k B a i k B a i k P u a s 
9 6 A h L a k i - l a k i B e k e r j a S M A B a i k T i d a k b a i k T i d a k b a i k T i d a k b a i k T i d a k p u a s 
97 D y P e r e m p u a n T i d a k b e k e r j a 

t 
S M A B a i k B a i k B a i k B a i k P u a s 

9 8 A d P e r e m p u a n T i d a k b e k e r j a P T B a i k B a i k B a i k B a i k P u a s 
9 9 Y o L a k i - l a k i B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
1 0 0 R z P e r e m p u a n T i d a k b e k e r j a S D - S M P B a i k B a i k B a i k B a i k P u a s 
1 0 1 Z k L a k i - l a k i B e k e r j a S M A T i d a k b a i k T i d a k b a i k B a i k T i d a k b a i k T i d a k p u a s 
1 0 2 Z f L a k i - l a k i B e k e r j a S M A T i d a k b a i k B a i k T i d a k b a i k B a i k P u a s 
1 0 3 Z l P e r e m p u a n B e k e r j a P T B a i k B a i k B a i k B a i k P u a s 
1 0 4 Y i P e r e m p u a n T i d a k b e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
1 0 5 l y L a k i - l a k i B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
1 0 6 Y r P e r e m p u a n 

— 
B e k e r j a S M A B a i k T i d a k b a i k B a i k B a i k P u a s 

1 0 7 V r P e r e m p u a n B e k e r j a P T B a i k B a i k B a i k B a i k P u a s 
1 0 8 D u P e r e m p u a n T i d a k b e k e r j a S M A B a i k T i d a k b a i k B a i k B a i k P u a s 
1 0 9 U h L a k i - l a k i B e k e r j a S M A B a i k B a i k B a i k B a i k P u a s 
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F A K U L T A S K E D O K T E R A N 
U N I V E R S I T A S M U H A M M A D I Y A H P A L E M B A N G 

SK. DIRJEN DIKTI NO. 2130 / D / T / 2008 TGL. 11 JULI 2 0 0 8 : IZIN P E N Y E L E N G G A R A P R O G R A M S T U D I P E N D I D I K A N D O K T E R 

Kampus B : Jl. KH. Bhalqi / Talang Banten 13 Ulu Telp. 0711 - 520045 
Fax : 0711 516899 Palembang (30263) 

Nomor 

Lampiran: -

Perihal 

: | 2 . ^ J ) / I - 1 3 / F K - U M P A / 2 0 1 6 

: Mohon Izin Penelitian 

Palembang, 1 3 Oktober 2016. 

Kepada : Yth. Sdr. Kepala 

Balai Pengobatan Sukarame 

Palembang 

Di 

Palembang, 

Assalamu'alaikum. Wr. Wb. 

Ba'da salam, semoga kita semua mendapatkan rahmat dan hidayah dari Allah SWT, Amin Ya Robbal 

Alamin. 

Sehubungan dengan rencana peiaksanaan penelitian dan penyusunan skripsi mahasiswa Fakultas 

Kedokteran Universitas Muhammadiyah Palembang, atas nama : 

Nama 
NIM 
Jurusan 
Judul Skripsi 

Taufiq Alghofiqi 
7 0 2 0 1 3 0 1 8 
Ilmu Kedokteran 
Faktor-faktor yang berhubungan dengan kepuasan pelayanan peserta BPJS 
Kesehatan di Balai Pengobatan Sukarame Palembang Tahun 2016. 

Maka dengan ini kami mohon kepada Saudara agar kiranya berkenan memberikan ijin penelitian dan 

pengambilan Data yang dibutuhkan dalam penyusunan skripsi kepada nama tersebut diatas . 

Demikian, atas perhatian dan kerjasamanya diucapkan terima kasih. 

Btllahittaufjg Walhidayah. 

Wassaldmu'alaikum. Wr. Wb. 

Tembusan: 
1. Yth. Wakil Dekan I, II, III, IV FK UMP. 
2. Yth. Ka. Prodi Kedokteran FK UMP. 
3. Arsip. 

D G H M . am Muchtar, M.Sc. 
NBM/NIDN. 1062484/0020084707 
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