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ABSTRACT 

WellyOktarita/222009116/2012/Performance Analysis of Health Care Serviceson 
Healthcare Operational Assistance Program At 7 UluHealth Center Palembang. 

The formulation of the problem in this research is how the performance of health 
services and the allocation of Operational Health Care funds at 7 UluHealth 
Center Palembang? The purpose of this study was to determine the performance 
of health services and the allocation of health funding Operational Aid at7 
UluHealth Center Palembang. 

The research was conducted at 7 Ulu Health CenterPalembang. This research is 
a descriptive study. Variables used are performance of health services and the 
allocation of Operational Health Care funds at 7 UluHealth Center Palembang. 
The primary data collection technique is using a list of interviews and 
documentation. Analysis of the data used is quantitative data analysis and data 
analysis technique that presents tables, charts, or numbers and then provides 
descriptions and explanations regarding the allocation of Operational Health 
Care funds. 

The results showed that the performance of health services, not all activities are 
always hit the target as a way of measuring the performance of health center 
services the .scope of activities that do not reach the target, namely: speed of 
.service, security service, schedule service assurance, and environmental 
comfort.also the allocated fundsof Operational Aid Health not the same as every 
month. 

Keywords: performance of health services and the allocation of Operational 
Health Care funds. 
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BAB I 

PENDAHULUAN 

A. Latar Belakang Masalah 

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

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

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

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

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

O p e r a s i o n a l K e s e h a t a n ( B O K ) d i t u j u k a n k e p a d a p u s k e s m a s d a n j e j a r i n g n y a 

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

p e l a y a n a n p r o m o t i f d a n preventif s e s u a i s t a n d a r p e l a y a n a n m i n i m a l ( S P M ) 

milinium devlopment goals ( M D G s ) . 

B O K m u l a i d i r e a l i s a s i k a n s e j a k p e r t e n g a h a n 2 0 1 0 , p e l u n c u r a n s k e m a d i 

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

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

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

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

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

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

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

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

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

1 



2 

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

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

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

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

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

r a n c a n g a n d a n s i s t e m y a n g a k a n d i j a l a n k a n d a r i t a h u n k e t a h u n d a n a d a r i B O K , 

B e r d a s a r k a n p e n e l i t i a n t e r d a h u l u y a n g p e n u l i s p e r o l e h d a r i p u s k e s m a s 7 U l u 

K e c a m a t a n S e b e r a n g U l u 2 P a l e m b a n g , d a n a B O K d i g u n a k a n u n t u k b e r b a g a i 

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

1 . P e m b a y a r a n t r a n s p o r t p e t u g a s p u s k e s m a s . 

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

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

3 . O p e r a s i o n a l p o s y a n d u . 

4 . O p e r a s i o n a l p o s k e s d e s ( t r a n s p o r t , A T K , f o t o c o p y , r a p a t d e s a / k e l u r a h a n ) . 

5 . P e m b e l i a n b a h a n k o n t a k . 

6 . P e n g g a n d a a n d a n A T r a p a t d a l a m r a n g k a M i n i L o k a k a r y a ( m i n l o k ) . 

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

8 . P e m b e l i a n b a h a n p e m b e r i a n m a k a n a n t a m b a h a n ( P M T ) p e n y u l u h a n . 

9 . U a n g p e n g i n a p a n ( a k o m o d a s i ) . 

1 0 . U a n g h a r i a n b i l a d i p e r l u k a n s e s u a i p e r a t u r a n y a n g b e r l a k u ( u n t u k d e s a 

t e r p e n c i l ) . 

1 1 . U a n g h a r i a n b i l a d i p e r l u k a n s e s u a i p e r a t u r a n y a n g b e r l a k u ( u n t u k d e s a 

t e r p a n c i l . 
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1 2 . P e m b e l i a n b a h a n P M T P e n y u l u h a n . 

Tabel I . l 
Dana Alokasi Bantuan Operasional Kesehatan (BOK) 

Pada Puskesmas 7 Ulu Palembang 
Tahun 2010-2011 

No Bulan 2010 2011 
1 J a n u a r i A U A U 

2 F e b r u a r i 0 0 
3 M a r e t 0 R p 6 . 3 5 3 . 0 0 0 
4 A p r i l 0 R p . 4 . 4 8 7 . 0 0 0 
5 M e i 0 R p 4 . 3 0 3 . 0 0 0 
6 J u n i 0 R p . 5 . 3 2 4 . 0 0 0 
7 J u l i 0 R p . 5 . 2 3 4 . 0 0 0 
8 A g u s t u s R p 3 . 3 7 0 . 0 0 0 R p . 5 . 9 5 5 . 0 0 0 
9 S e p t e m b e r R p 2 . 3 1 1 . 0 0 0 R p . 4 . 6 8 2 . 0 0 0 
1 0 O k t o b e r R p 3 . 3 8 6 . 0 0 0 R p 5 . 3 3 5 . 0 0 0 
1 1 N o v e m b e r R p 4 . 5 4 5 . 0 0 0 R p 4 . 6 5 4 . 0 0 0 
1 2 D e s e m b e r R p 7 . 3 8 8 . 0 0 0 R p 1 7 . 7 9 1 . 0 0 0 
J u m l a h R p 2 1 . 0 0 0 . 0 0 0 R p 6 4 . 1 1 8 . 0 0 0 

S u m b e r : P u s k e s m a s 7 u l u P a l e m b a n g , 2 0 1 3 

B e r d a s a r k a n t a b e l I . I , d a p a t d i l i h a t b a h w a d a n a B O K d a r i t a h u n 2 0 1 0 -

2 0 1 1 s e t i a p b u l a n n y a b e r b c d a s e s u a i d e n g a n k e g i a t a n y a n g d i l a k s a k s a n a k a n d a n 

t e r g a n t u n g p a d a p e r s e t u j u a n d i n a s K e s e h a t a n K o t a P a l e m b a n g . D a r i t a h u n 2 0 1 0 -

2 0 1 1 a n g g a r a n ( B O K ) m e n i n g k a t h i n g g a 3 0 0 % a k a n t e t a p i t i d a k s e t i a p b u l a n b i s a 

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

b e d a . B e r t a m b a h n y a d a n a B O K p a d a t a h u n 2 0 1 1 t i d a k m e m p e n g a r u h i t i n g k a t 

k i n e r j a p e l a y a n a n P u s k e s m a s 7 U l u P a l e m b a n g . 
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Tabel 1.2 
Jenis Kegiatan Kinerja Pelayanan 

Puskesmas 7 ulu Palembang 

T a h u n N o J e n i s k e g i a t a n K e l u r a h a n 7 U l u K e l u r a h a n 9 - 1 0 U l u 
T a r g e t P e n c a p a i a 

n 
T a r g e t P e n c a p a i a n 

zUlU 1 

1 P r o m o s i k e s e h a t a n 3 4 k a l i 1 9 k a l i 3 4 k a l i 2 0 k a l i 
2 K e s e h a t a n 

l i n g k u n g a n 
1 2 k a l i 8 k a l i 1 2 k a l i 7 k a l i 

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

1 2 k a l i 7 k a l i 1 2 k a l i 9 k a l i 

A u p a y d p e r u a i K d n 
g i z i m a s y a r a k a t 

4 k a l i 2 k a l i 4 k a l i 2 k a l i 

5 U p a y a p e n g o b a t a n 1 2 k a l i 8 k a l i 1 2 k a l i 7 k a l i 
2 0 1 1 1 P r o m o s i k e s e h a t a n 3 0 k a l i 2 0 k a l i 3 0 k a l i 2 5 k a l i 

2 K e s e h a t a n 
l i n g k u n g a n 

1 2 k a l i 8 k a l i 1 2 k a l i 7 k a l i 

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

1 2 k a l i 8 k a l i 1 2 k a l i 7 k a l i 

4 U p a y a p e r b a i k a n 
g i z i m a s y a r a k a t 

4 k a l i 2 k a l i 4 k a l i 2 k a l i 

5 U p a y a p e n g o b a t a n 1 2 k a l i 5 k a l i 1 2 k a l i 8 k a l i 
S u m b e r : P u s k e s m a s 7 U l u P a l e m b a n g 2 0 1 3 

B e r d a s a r k a n d a t a t a b e l 1.2 d a p a t d i k e t a h u i k i n e r j a p e l a y a n a n p u s k e s m a s 7 

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

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

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

u n t u k m e w u j u d k a n p e n c a p a i a n t a r g e t S P M b i d a n g k e s e h a t a n d a n M D G s t i d a k 

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

"Analisis Kinerja Pelayanan Kesehatan dalam Program Bantuan 

Operasional Kesehatan pada Puskesmas 7 Ulu Palembang". 
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B. Rumusan Masalah 

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

p e n e l i t i a n i n i a d a l a h : 

1 . B a g a i m a n a K i n e r j a 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 B a n t u a n 

O p e r a s i o n a l K e s e h a t a n ( B O K ) p a d a P u s k e s m a s 7 U l u P a l e m b a n g . 

2 . B a g a i m a n a p e n g a l o k a s i a n d a n a B a n t u a n O p e r a s i o n a l K e s e h a t a n ( B O K ) . 

C . Tujuan Penelitian 

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

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

( B a n t u a n O p e r a s i o n a l K e s e h a t a n ) P u s k e s m a s 7 U l u P a l e m b a n g . 

2. M e n g e t a h u i p e n g a l o k a s i a n d a n a B a n t u a n O p e r a s i o n a l K e s e h a t a n ( B O K ) 

p u s k e s m a s 7 U l u P a l e m b a n g . 

D. Manfaat Penelitian 

M a n f a a t y a n g d i h a r a p k a n d a r i p e n e l i t i a n i n i a d a l a h : 

a. Bagi penulis 

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

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

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

p a d a p u s k e s m a s 7 U l u P a l e m b a n g . 
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b. Bagi puskesmas 7 ulu 

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

m a s u k a n , k h u s u s n y a b a g i p u s k e s m a s 7 u l u d a l a m m e l a k u k a n p e n i l a i a n 

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

b a n t u a n o p e r a s i o n a l d a n p e n g a l o k a s i a n b a n t u a n o p e r a s i o n a l k e s e h a t a n 7 u i u 

P a l e m b a n g . 

c. Bagi almamater 

B a g i m e r e k a y a n g i n g i n m e n e l i t i m a k a 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 j a d i k a n 

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



BAB I I 

KAJIAN PUSTAKA 

A. Penelitian Sebelumnya 

P e n e l i t i a n s e b e l u m n y a y a n g d i l a k u k a n o l e h A d y C h a n d r a ( 2 0 0 5 ) y a n g 

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

T a m a n B a c a a n P a l e m b a n g . P e r u m u s a n m a s a l a h a d a l a h b a g a i m a n a k i n e r j a 

p e l a y a n a n 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 T a m a n B a c a a n P a l e m b a n g . A d a p u n 

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

P u s k e s m a s T a m a n B a c a a n d i P a l e m b a n g . D a t a y a n g d i g u n a k a n d a l a m p e n e l i t i a n 

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

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

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

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

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

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

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

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

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

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

s e d a n g k a n y a n g m e n j a d i o b j e k d a l a m p e n e l i t i a n i n i a d a l a h P u s k e s m a s 7 u l u 

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

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

7 
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y a n g d i p e r l u k a n u n t u k m a j u d a r i p e n g u k u r a n I a i n d a l a m p r o s e s , P e m a n f a a t a n 

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

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

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

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

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

p e l a y a n a n , k e p a s t i a n b i a y a p e l a y a n a n , k e a m a m a n p e l a y a n a n . 

B. Landasan Teori 

1. Konsep Analisis 

P e n g e r t i a n a n a l i s i s d a l a m k a m u s B a h a s a I n d o n e s i a ( 2 0 0 5 : 3 2 ) a d a l a h : 

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

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

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

a r t i s e c a r a k e s e l u r u h a n M e n u r u t H a n d o k o ( 2 0 0 0 : 2 4 ) A n a l i s i s s e c a r a 

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

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

S o e j a d i ( 2 0 0 3 : 1 0 7 ) m e n d e f i n i s i k a n a n a l i s i s s e b a g a i b e r i k u t : 

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

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

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

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

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

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

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

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

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

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

c ) A d a t u j u a n y a n g i n g i n d i c a p a i y a i t u p e m a h a m a n y a n g t e p a t t e r h a d a p 

s e b u a h o b j e k k a j i a n . 

2. Konsep Kinerja 

S e d a r m a y a n t i ( 2 0 0 1 : 5 0 ) b a h w a : " K i n e r j a m e r u p a k a n t e r j e m a h a n d a r i 

performance y a n g b e r a r t i p r e s t a s i k e r j a , p e l a k s a n a a n k e r j a , p e n c a p a i a n 

k e r j a , u n j u k k e r j a a t a u p e n a m p i l a n k e r j a " . S e m e n t a r a S a m s u d i n ( 2 0 0 5 : 1 5 9 ) 

m e n y e b u t k a n : " P e n i l a i a n k i n e r j a {performance appraisal) a d a l a h p r o s e s 

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

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

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

k u a n t i t a s a t a u t h e Degre Of Accomplishment. U n t u k m e n g e t a h u i p r e s t a s i 

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

k e b e r h a s i l a n y a n g i n g i n d i c a p a i . 
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T u j u a n p e n i l a i a n k i n e r j a d i s e k t o r p u b l i k ( m a h m u d i , 2 0 0 7 ) : 

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

b . M e n y e d i a k a n s a r a n a p e m b e l a j a r a n p e g a w a i . 

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

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

p e m b e r i a n p e n g h a r g a a n (reward) d a n h u k u m a n (punishment). 

e. M e m o l i v a s i k a r y a w a n . 

f . M e n c i p t a k a n a k u n t a b i l i t a s p u b l i k . 

S w a n s o n ( 2 0 0 8 : 2 1 1 ) m e m b a g i k i n e r j a a t a s t i g a t i n g k a t a n y a i t u : 

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

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

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

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

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

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

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

v i s i o r g a n i s a s i . 

M e n u r u t L e n v i n e ( 2 0 0 2 : 3 6 1 ) y a n g d i k u t i p o l e h A t m o k o d a l a m 

m a k a l a h S t a n d a r O p e r a s i o n a l P r o s e d u r d a n A k u n t a b i l i t a s K i n e r j a I n s t a n s i 

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

m e n g u k u r k i n e r j a o r g a n i s a s i p u b l i k , y a k n i : 
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a. R e s p o n s i v i t a s (Responsiveness): 

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

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

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

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

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

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

m a s y a r a k a t . 

b . R e s p o n s i b i l i t a s (Responsibility): 

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

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

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

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

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

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

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

c. A k u n t a b i l i t a s (accountability): 

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

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

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

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

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

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

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

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

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

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

m e n g a c u p a d a K e p m e n P A N N o m o r : K E P / 2 5 / M . P A N / 2 0 0 4 , m a k a a d a 1 4 

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

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

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

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

p e l a y a n a n . 

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

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

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

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

d a n t a n g g u n g j a w a b n y a ) . 

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

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

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

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

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

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

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

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

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

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

p e l a y a n a n . 

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

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

d i l a y a n i . 

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

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

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

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

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

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

d i b a y a r k a n d e n g a n b i a y a y a n g d i t e t a p k a n . 

1. K e p a s t i a n j a d w a l p e l a y a n a n , y a i t u p e l a k s a n a a n w a k t u p e l a y a n 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 t e l a h d i t e t a p k a n 

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

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

r a s a n y a m a n k e p a d a p e n e r i m a p e l a y a n a n . 

n . K e a m a n a n p e l a y a n a n , y a i t u t e r j a m i n n y a t i n g k a t k e a m a n a n l i n g k u n g a n 

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

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

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

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

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

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

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

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 o r g a n i s a s i . D a r i b e b e r a p a u r a i a n d i a t a s , 

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

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

B e r d a s a r k a n p a d a u r a i a n d i a t a s , p e n g u k u r a n k i n e r j a o r g a n i s a s i 

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

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

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

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

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

1 ) P e n g u k u r a n k i n e r j a s e c a r a i n d i v i d u a l . 

2 ) P e n g u k u r a n k i n e r j a s e c a r a o r g a n i s a s i . 

3. Indikator Kinerja 

K e t e p a t a n w a k t u m e n y a n g k u t p e r s e n t a s e p e n g i r i m a n t e p a t w a k t u a t a u 

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

a k a n d i l a k u k a n . 

a) Cycle Time 

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

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

l a m a s e s u a t u d i l a k u k a n . 

b ) P e m a n f a a a t n s u m b e r d a y a 

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

d i p e r g u n a k a n l a w a n s u m b e r d a y a t e r s e d i a u n t u k 2 0 d i p e r g u n a k a n . 

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

k e n d a r a a n d a n b a h k a n o r a n g . 

c ) B i a y a 

B i a y a y a n g d i g u n a k a n d a l a m k i n e r j a P e l a y a n a n P u s k e s m a s 7 U l u 

P a l e m b a n g . 

4. Konsep Pelayanan 

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

( R a t m i n t o d a n A t i k , 2 0 0 4 : 3 ) y a i t u : P e l a y a n a n a d a l a h s u a t u a k t i v i t a s a t a u 

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

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

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

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

p e l a n g g a n . 
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M e n u r u t U n d a n g - u n d a n g n o m o r 2 5 T a h u n 2 0 0 9 t e n t a n g P e l a y a n a n 

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

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

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

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

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

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

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

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

m e m a d a i , k u a l i t a s S D M r e n d a h d a n k o o r d i n a s i a n t a r u n i t . S a r a n a d a n 

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

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

M e n t e r i N e g a r a P e n d a y a g u n a a n A p a r a t u r N e g a r a N o m o r 8 1 T a h u n 1 9 9 3 

t e n t a n g P e d o m a n T a t a L a k s a n a P e l a y a n a n a d a l a h : S e g a l a b e n t u k p e l a y a n a n 

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

d i l i n g k u n g a n B a d a n U s a h a M i l i k N e g a r a a t a u D a e r a h d a l a m b e n t u k b a r a n g 

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

S e l a i n i t u , f a k t o r k u a l i t a s S D M y a n g r e l a t i f r e n d a h s e m a k i n 

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

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

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

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

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

m e m b e r i k a n p e l a y a n a n . B e r d a s a r k a n K e p u t u s a n M e n p a n N o m o r 6 3 T a h u n 

2 0 0 4 y a n g m e n y a t a k a n a s a s - a s a s p e l a y a n a n s e b a g a i b e r i k u t : 

1 . T r a n s p a r a n s i 

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

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

2 . D a p a t d i p e r t a n g g u n g j a w a b k a n s e s u a i d e n g a n k e t e n t u 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 . 

3 . K o n d i s i o n a l 

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

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

4 . S e s u a i d e n g a n k o n d i s i d a n k e m a m p u a n p e m b e r i d a n p e n e r i m a 

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

5 . P a r t i s i p a t i f 

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

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

m a s y a r a k a t . 

6 . K e s a m a a n h a k 

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

gender, d a n s t a t u s e k o n o m i . 
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7 . K e s e i m b a n g a n h a k d a n k e w a j i b a n 

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

k e w a j i b a n m a s i n g - m a s i n g p i h a k . 

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

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

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

5. Konsep Kualitas 

M e n u r u t ( T j i p t o n o d a n D i a n a , 2 0 0 3 : 4 ) m e m b e r i k a n d e f e n i s i k u a l i t a s 

y a i t u " 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 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 " . 

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

D e f e n i s i k u a l i t a s y a n g d i k e m u k a k a n o l e h J u r a n , J a s e p M . ( d a l a m 

T j i p t o n o , F a n d y , 2 0 0 0 : 5 3 ) m e n d e f i n i s i k a n k u a l i t a s d e n g a n m e n y a t a k a n 

b a h w a : " K u a l i t a s s e b a g a i e o c o k a t a u s e s u a i u n t u k d i g u n a k a n ( f i t n e s s f o r 

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

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

S e d a n g k a n d a l a m C r o s b y , P h i l i p B . ( 2 0 0 5 : 3 7 ) m e n g e m u k a k a n b a h w a 

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

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

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

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

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

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

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

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

P u s k e s m a s 7 U l u P a l e m b a n g m e n g i n g a t p a s i e n y a n g m e m p u n y a i k e i n g i n a n 

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

d i p e r l a k u k a n s e c a r a p r o f e s i o n a l s e r t a m e m p e r o l e h 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 m e r e k a h a r a p k a n . T a n t a n g a n u t a m a y a n g d i h a d a p i P u s k e s m a s 7 U l u 

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

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

k i n e r j a p e g a w a i d a l a m m e m b e r i k a n p e l a y a n a n d i P u s k e s m a s 7 U l u 

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

D a l a m m e l a k s a n a k a n p e l a y a n a n y a n g m e m u a s k a n , t e n t u n y a t a k 

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

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

p e m b e r i a n p e l a y a n a n . U n t u k m e n c a p a i h a l i n i , m a k a p e r f o r m a n c e a t a u 

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

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

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

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

m e n a n g a n i k e l u h a n p e l a n g g a n . 
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6. Upaya pelayanan kesehatan Puskesmas 

D a l a m S K N d i s e b u t k a n b a h w a u p a y a p e l a y a n a n k e s e h a t a n 

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

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

k e s e h a t a n . P e l a y a n a n k e s e h a t a n m e i a l u i P u s k e s m a s d i k e c a m a t a n 

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

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

p e l a y a n a n P u s k e s m a s d i s e l e n g g a r a k a n m e i a l u i 1 8 k e g i a t a n k e l o m p o k . 

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

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

a. P r o m o s i K e s e h a t a n ( P r o m k e s ) . 

b . K e s e h a t a n l i n g k u n g a n ( K e s l i n g ) . 

c. K e s e h a t a n I b u d a n A n a k ( K I A ) t e r m a s u k K B . 

d . P e r b a i k a n G i z i . 

e . P e m b e r a n t a s a n p e n y a k i t m e n u l a r ( P 2 M ) . 

f . P e n g o b a t a n . 

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

a s p e k y a i t u : 

a ) H a s i l k e g i a t a n P u s k e s m a s d a l a m b e n t u k c a k u p a n m a s i n g - m a s i n g 

k e g i a t a n . 

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

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

P u s k e s m a s . 

U n t u k m e l a k u k a n f u n g s i t e r s e b u t P u s k e s m a s m e l a k u k a n k e g i a t a n : 

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

b . P e r g e r a k a n p e l a k s a n a a n k e g i a t a n . 

c. P e n g a w a s a n , p e n g e n d a l i a n d a n p e n e l i t i a n k e g i a t a n . 

7. Pengertian Bantuan Operasional Kesehatan (BOK) 

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

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

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

m e n u j u Milenium Development Goals (MDGs) d e n g a n m e n i n g k a t k a n 

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

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 p r o m o t i f d a n p r e v e n t i f . D a n a 

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

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

1. Upaya kesehatan 

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

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

( 1 ) D a r i p u s k e s m a s k e d e s a / d u s u n / p o s y a n d u / s a s a r a n 

( 2 ) D a r i d e s a k e d u s u n / p o s y a n d u / s a s a r a n 

( 3 ) D a r i d u s u n k e s a s a r a n / p o s y a n d u ( d i l i n g k u n g a n d u s u n t e r s e b u t ) 
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b ) B i a y a t r a n s p o r t a s i r u j u k a n d a r i d e s a k e p u s k e s m a s , d a r i p u s k e s m a s 

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

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

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

( u n t u k d e s a t e r p e n c i l / s u l i t d i j a n g k a u ) 

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

9 u n t u k d e s a t e r p e n c i l / s u l i t d i j a n g k a u ) 

e ) P e m b e l i a n b a h a n P M T p e n y u l u h a n d a n P M T p e m u l i h a n u n t u k 

b a l i t a u s i a 6 - 5 9 b u l a n d e n g a n g i z i k u r a n g . 

2. Penunjang 

a ) P e m b e l i a n A T K d a n p e n g g a n d a a n ( u n t u k p o s y a n d u d a n 

p o s k e s d e s ) 

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

r e f r e s h i n g / p e n y e g a r a n k a d e r k e s e h a t a n 

c ) B i a y a t r a n s p o r t a s i u n t u k p e s e r t a r a p a t k o o r d i n a s i d e n g a n l i n t a s 

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

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

s e k t o r / t o k o h m a s y a r a k a t / t o k o h a g a m a / k a d e r k e s e h a t a n d i 

p u s k e s m a s . 

e ) P e m b e l i a n b a h a n k o n t a k . 

3. Managemen puskesmas 

a. P e m b e l i a n A T K d a n p e n g g a n d a a n u n t u k L o k a k a r y a M i n i 

P u s k e s m a s 



23 

b . B i a y a t r a n s p o r t a s i p e s e r t a L o k a k a r y a M i n i P u s k e s m a s . 

c . P e m b e l i a a n k o n s u m s i u n t u k L o k a k a r y a M i n i P u s k e s m a s . 

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

K e s e h a t a n K a b u p a t e n / K o t a . 

4. Pemeliharaan Ringan Puskesmas 

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

s e c a r a g a r i s b e s a r a d a l a h s e b a g a i b e r i k u t . 

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

p e m e l i h a a n cold chain, t e r m a s u k p e m b e l i a a n b a h a n b a k a r 

m i n y a k . 

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

c ) P e m e l i h a r a a n r i n g a n s a r a n a i n s t a l a a s i l i s t r i k P u s k e s m a s . 

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

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

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

Sasaran dana Bantuan Operasional Kesehatan: 

1 . D i n a s K e s e h a t a n K a b u p a t e n / K o t a 

2 . P u s k e s m a s d a n j a r i n g a n n y a 

3 . P o s k e s d e s 

4 . P o s y a n d u 

Tujuan Umum 

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

m a s y a r a k a t m e i a l u i k e g i a t a n p r o m o t i f d a n p r e v e n t i f P u s k e s m a s u n t u k 
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m e w u j u d k a n p e n c a p a i a n t a r g e t S P M B i d a n g K e s e h a t a n d a n M D G s 

p a d a t a h u n 2 0 1 5 . 

Tujuan Khusus 

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

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

c ) T e r s e l e n g g a r a n y a p r o s e s L o k a k a r y a M i n i d i P u s k e s e m s d a l a m 

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

8. Kebijakan Operasional 

M e n u r u t K e m e n t e r i a n K e s e h a t a n R e p u b l i k I n d o n e s i a ( 2 0 1 1 : 4 ) 

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

d a r i : 

1 ) B O K m e r u p a k a n b a n t u a n p e m e r i n t a h k e p a d a p e m e r i n t a h d a e r a h 

m e l a k s a n a n k a n S P M B i d a n g K e s e h a t a n u n t u k p e n c a p a i a n M D G s 

t a h u n 2 0 1 5 m e i a l u i p e n i n g k a t a n k i n e r j a P u s k e s e m a s d a l a m 

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

p r e v e n t i f . 

2 ) D a n a B O K a d a l a h d a n a A P B N K e m e n t r i a n K e s e h a t a n y a n g 

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

P e m b a n t u a n k e k a b u p a t e n / k o t a . 
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3 ) D a n a B O K b u k a n m e r u p a k a n p c n c r i m a a a n f u n g s i o n a l y a n g h a r u s d i 

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

p e m e r i n t a h d a e r a h . 

4 ) D e n g a n a d a n y a d a n a B O K d i h a r a p k a n p e m e r i n t a h d a e r a h t i d a k 

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

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

y a n g t i d a k t c r b i a y a m e i a l u i B O K . 

5 ) D a n a B O K y a n g t e r s e d i a d i P u s k e s e m a s d a p a t d i m a n f a a t k a n u n t u k 

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

P o s k e s e d e s d a n P o s y a d u . 

6 ) P e m a n f a a t a n d a n B O K h a m s b e r d a s a r k a n h a s i l p e r e n c a n a a n y a n g 

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

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

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

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

C a r a p e n i l a i a n 

1 ) N i l a i m u t u k e g i a t a n d i h i t u n g s e s u a i d e n g a n h a s i l 

p e n c a p a i a n / c a k u p a n k e g i a t a n p u s k e s m a s d a n d i m a s u k a n k e d a l a m 

k o l o m s k a l a y a n g s e s u a i . 

2 ) N i l a i p a d a t i a p s k a l a d a n s t a n d a r n i l a i t i a p s k a l a d i t e t a p k a n o l e h 

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

3 ) H a s i l n i l a i p a d a s k a l a d i m a s u k a n k e d a l a m k o l o m n i l a i a k h i r t i a p 

v a r i a b e l . 
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4 ) H a s i l r a t a - r a t a n i l a i v a r i a b e l d a l a m s a t u a n k o m p o n e n m e r u p a k a n 

n i l a i a k h i r m u t u . 

5 ) N i l a i m u t u p e l a y a n a n d i k e l o m p o k k a n m e n j a d i 

a ) B a i k : n i l a i r a t a - r a t a ^ > 8 , 5 

b ) S e d a n g : n i l a i r a t a - r a t a ^ 5 , 5 - 8 , 4 

c ) K u r a n g : n i l a i r a t a - r a t a ^ < 5 , 5 

8. Pengelolaan Dana Bantuan Operasional Kesehatan (BOK) 

P e r a t u r a n M e n t e r i K e s e h a t a n R e p u b l i k I n d o n e s i a N o m o r 2 1 0 

/ M E N K E S / P E R / I / 2 0 1 1 , P a s a l 1 : P e n g a t u r a n P e t i m j u k T e k n i s B a n t u a n 

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

P u s a t p e m e r i n t a h D a e r a h P r o v i n s i , P e m e r i n t a h D a e r a h K a b u p t e n / K o t a d a n 

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

d a l a m r a n g k a : 

1 ) M e n i n g k a t k a n a k s e s d a n p e m e r a t a a n p e l a y a n a n k e s e h a t a n m a s y a r a k a t 

m e i a l u i k e g i a t a n promotif d a n preventif P u s k e s m a s u n t u k 

m e w u j u d k a n p e n c a p a i a n t a r g e t S t a n d a r P e l a y a n a n M i n i m a l i d a n g 

K e s e h a t a n d a n Millennium Development Goals ( M D G s ) . 

2 ) M e n i n g k a t k a n c a k u p a n P u s k e s m a s d a l a m 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 p r o m o t i f d a n p r e v e n t i f . 

3 ) T e r s e d i a n n y a d u k u n g a n b i a y a u n t u k 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 p r o m o t i f d a n p r e v e n t i f b a g i m a s y a r a k a t . 
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4 ) T e r s e l e n g g a r a n y a p r o s e s L o k a k a r y a M i n i d i P u s k e s m a s d a l a m 

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

B e r d a s a r k a n p e n g e l o l a a n D a n a B a n t u a n O p e r a s i o n a l K e s e h a t a n 

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

P u s k e s m a s b u k a n u n t u k b i a y a y a n g l a i n s e p e r t i : B i a y a G a j i k a r y a w a n 

P e t u g a s P u s k e s m a s 



BAB I I I 

M E T O D E PENELITIAN 

A. Jenis Penelitian 

J e n i s P e n e l i t i a n m e n u r u t s u g i y o n o ( 2 0 1 1 : 5 ) j e n i s p e n e l i t i a n b e r d a s a r k a n 

e k s p l a n s i n y a , p e n e l i t i a n i n i d i k e l o m p o k k a n m e n j a d i : 

1 ) P e n e l i t i a n D e s k r i f t i f a d a l a h p e n e l i t i a n y a n g d i l a k u k a n u n t u k m e n g e t a h u i 

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

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

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

3 ) P e n e l i t i a n A s o s i a t i f a d a l a h p e n e l i t i a n y a n g b e r t u j u 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 a n t a r a d u a v a r i a b e l a t a u l e b i h . 

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

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

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

d a t a - d a t a y a n g d i p e r o l e h . 

B. Lokasi Penelitian 

P e n e l i t i a n i n i d i l a k u k a n p a d a P u s k e s m a s 7 u l u p a l e m b a n g y a n g b e r a l a m a t d i 

j a l a n K . H . A z h a r i N o 5 2 3 A K e c a m a t a n S e b e r a n g U l u I I K e l u r a h a n 7 U l u 

P a l e m b a n g 

C. Operasionalisasi Variabel 

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

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

a d a l a h s e b a g a i . 

T a b e l I I I . l 
O p e r a s i o n a l i s a s i V a r i a b e l 

Variabel Defenisi indikator 
K i n e r j a p e l a y a n a n 
P u s k e s m a s 7 u l u 
p a l e m b a n g 

S u a t u p e n i l a i a n 
t e r h a d a p s i s t e m k e i j a 
d a l a m p u s k e s m a s 7 
u l u P a l e m b a n g 

I . P r o s e d u r p e l a y a n a n 
2 . P e r s y a r a t a n p e l a y a n a n 
3 . K e j e l a s a n p e t u g a s p e l a y a n a n 
4 . K e d i s i p l i n a n p e t u g a s p e l a y a n a n 
5 . T a n g g u n g j a w a b p e t u g a s 
6 . K e m a m p u a n p e t u g a s p e l a y a n 
7 . K e c e p a t a n p e l a y a n a n 
o . i s . e a u i i a n m e n o a p a i K a n 

p e l a y a n a n 
9 . K e s o p a n a n d a n k e r a m a m a h a n 

p e t u g a s 
1 0 . K e w a j a r a n b i a y a p e l a y a n a n 
I I . K e p a s t i a n b i a y a p e l a y a n a n 
1 2 . K e a m a n a n p e l a y a n a n 
13 k e p a s t i a n j a d w a l p e l a y a n a n 
1 4 k e n y a m a n a n l i n g k u n g a n 

S i s t e m p e n g a l o k a s i a n 
B O K p a d a 
P u s k e s m a s 7 U l u 
P a l e m b a n g 

S u a t u c a r a m e l a k u k a n 
p e m b a g i a n d a n a B O K , 
p a d a p u s k e s m a s 7 u l u 
p a l e m b a n g 

1 . U p a y a k e s e h a t a n 
2 . P e n u n j a n g 
3 . M a n a j e m e n p u s k e s m a s 
4 . P e m e l i h a r a a n r i n g a n p u s k e s m a s 

S u m b e r : P e n u l i s T a h u n 2 0 1 3 

D. Populasi dan Sampel 

1 . P o p u l a s i 

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

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

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

P u s k e s m a s 7 U l u P a l e m b a n g , a d a p u 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 l a h 
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3 . 5 1 2 p a s i e n S e d a n g k a n s a m p e l a d a l a h b a g i a n p o p u l a s i y a n g a k a n m e w a k i l i 

p o p u l a s i y a n g d i t e l i t i . 

Tabel 111.2 
Daftar Pasien di Puskesmas 7 Ulu Palembang 

Tahun 2012 

N o K e l u r a h a n J u m l a h p a s i e n 

1 K e l u r a h a n 7 U l u P a l e m b a n g 2 . 0 5 3 j i w a 

2 K e l u r a h a n 9 - 1 0 U l u P a l e m b a n g 1 . 4 5 9 j i w a 

J u m l a h 3 . 5 1 2 j i w a 

S u m b e r ; P u s k e s m a s 7 U l u P a l e m b a n g , 2 0 1 3 

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

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

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

M c n u r u t R i d w a n d a n A d k o n ( 2 0 0 6 : 2 5 4 ) u n t u k m e n e n t u k a n u k u r a n s a m p e l 

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

n = N / ( l + N e ^ 2 ) 

K e t e r a n g a n 

N ^ J u m l a h a n g g o t a p o p u l a s i 

n - J u m l a h s a m p e l 

e ^ t o l e r a n s i t e r j a d i n y a r a l a t ; t a r a f s i g n i f i k a n s i ; u n t u k s o s i a l d a n p e n d i d i k a n 

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

b e r i k u t : 

n - N / ( l + N e ^ 2 ) 

- 3 . 5 1 2 / ( 1 + 3 . 5 1 2 x 0 , 1 x 0 , 1 ) 

- 3 . 5 1 2 / ( 1 + 3 5 , 1 2 ) 

- 3 . 5 1 2 / 3 6 , 1 2 

- 9 7 , 2 3 d i b u l a t k a n m e n j a d i 9 7 o r a n g 

E . Data yang d i perlukan : 

M e n u r u t N u r I n d r a n t o n o d a n b a m a b a n g S u p o m o ( 2 0 0 2 : 1 4 6 ) m e n y a t a k a n 

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

1 . D a t a P r i m e r 

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

s u m b e r a s l i ( t i d a k m e i a l u i m e d i a ) . 

2 . D a t a S e k u n d e r 

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

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

p i h a k l a i n ) 

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

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

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

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

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

( b a n t u a n o p e r a s i o n a l k e s e h a t a n ) p a d a p u s k e s m a s 7 u l u P a l e m b a n g . 

F. Teknik Pengumpulan Data 

M e n u r u t N a n L i n d a n W . G u l o ( 2 0 0 2 - 1 2 4 ) t e k n i k p e n g u m p u l a n d a t a t e r d i r i d a r i : 

1 . W a w a n c a r a 

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

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

2 . O b s e r v a s i 

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

o b j e k y a n g d i t e l i t i 

3 . D o k u m c n t a s i 

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

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

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

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

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

d i b u t u h k a n , a n t a r a l a i n y a i t u p i h a k P u s k e s m a s 7 u l u P a l e m b a n g , p e n e l i t i a n 

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

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

d a n a B O K ( B a n t u a n O p e r a s i o n a l K e s e h a t a n ) p a d a p u s k e s m a s 7 u l u 

P a l e m b a n g 
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G. Analisis Data dan Teknik Analisis 

1.Analisis Data 

M e n u r u t M . I q b a l h a s a n ( 2 0 0 3 : 3 2 ) a n a l i s i s d a t a t e r d i r i d a r i : 

a . A n a l i s i s k u a l i t a t i f 

A n a l i s i s k u a l i t a t i f a d a l a h y a n g d a p a t d i n y a t a k a n d a l a m a n g k a - a n g k a d a n 

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

b . A n a l i s i s k u a n t i t a t i f 

A n a l i s i s k u a n t i t a t i f d a p a t d i h i t u n g d e n g a n r u m u s s e p e r t i : R a s i o 

k e m a n d i r i a n , e f e k t i f i t a s d a n e f e s i e n s i , D C S R d a n p e r t u m b u h 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 p e n u l i s d a l a m p e n e l i t i a n i n i a d a l a h a n a l i s i s 

k u a l i t a t i f d a n A n a l i s i s k u a n t i t a t i f . M e t o d e k u a l i t a t i f y a i t u m e t o d e y a n g 

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

d a l a m p r o g r a m B O K ( B a n t u a n O p e r a s i o n a l K e s e h a t a n ) p u s k e s m a s 7 u l u 

P a l e m b a n g . 

2. Teknik Analisis 

T e k n i k 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 d a l a m p e n e l i t i a n i n i a d a l a h 

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

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

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

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

P - F X 1 0 0 % 

n 

X - K F . X ) X 1 0 0 % 

n 

K e t e r a n g a n : 

P - p e r s e n t a s e ( % ) 

F - f r e k u e n s i 

X - R a t a - r a t a 

S ( F . X ) = J u m l a h s k o r k a t e g o r i j a w a b a n 

n - J u m l a h r e s p o n d e n 

R a t a p e r s e n - R a t a - r a t a s k o r x 1 0 0 % 

B a n y a k n y a k l a s i f i k a s i j a w a b a n 

A n a l i s i s d a t a j u g a m e n g g u n a k a n S k a l a L i k e r t u n t u k m e m u d a h k a n 

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

l i n g k u n g a n s e k i t a r P u s k e s m a s 7 U l u P a l e m b a n g a d a l a h 3 . 5 1 2 j i w a , 

S e d a n g k a n j u m l a h r e s p o n d e n y a n g d i a m b i l s e k i t a r 9 7 r e s p o n d e n . D a l a m 

P e m b e r i a n s k o r d i m u l a i d a r i n i l a i t e r t i n g g i d e n g a n s k o r 5 d a n s k o r 

t e r e n d a h 1 ( m e n u r u t S u g i o n o , 2 0 0 3 : 1 0 7 ) , k l a s i f i k a s i a n t a r a l a i n s e b a g a i 

b e r i k u t : 
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Tabel IH.3 
Skala Likert 

S a n g a t b a i k S k o r 5 

b a i k S k o r 4 

C u k u p b a i k S k o r 3 

K u r a n g b a i k S k o r 3 

T i d a k b a i k S k o r 2 

S u m b e r : P e n u l i s , 2 0 1 3 

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

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

1 . S a n g a t m e m u a s k a n : 8 1 % - 1 0 0 % 

2 . M e m u a s k a n : 6 0 % - 8 0 % 

3 . C u k u p m e m u a s k a n : 4 1 % - 6 0 % 

4 . K u r a n g m e m u a s k a n : 2 1 % - 4 0 % 

5 . S a n g a t t i d a k m e m u a s k a n : 0 % - 2 0 % 



BAB TV 

HASIL PENELITIAN DAN PEMBAHASAN 

A. Hasil Penelitian 

1. Sejarah berdirinya Puskesmas 7 Ulu Palembang. 

P u s k e s m a s 7 U l u P a l e m b a n g t e r l e t a k d i k e c a m a t a n s e b e r a n g u l u I I 

p a d a k e l u r a h a n 7 U l u P a l e m b a n g d a n m e m i l i k i w i l y a h k e r j a d i k e d u a 

k e l u r a h a n y a i t u p a d a k e l u r a h a n 7 U l u d a n k e l u r a h a n 9 - 1 0 u l u 

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

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

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

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

p o k o k p e r a w a t a n k e s e h a t a n 

2. Keadaan Demografis 

P u s k e s m a s 7 U l u P a l e m b a n g y a n g w i l a y a h p e l a y a n a n n y a m e l i p u t i 

2 k e l u r a h a n d e n g a n j u m l a h p e n d u d u k p a d a t a h u n 2 0 1 2 s e b e s a r 3 2 . 3 5 9 

j i w a , b e r i k u t i n i d i s a j i k a n d a t a m e n g e n a i j u m l a h p a s i e n d i P u s k e s m a s 7 

U l u P a l e m b a n g , y a i t u : 

36 
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Tabel IV. l 
Jumlah pasien di Puskesmas 7 Ulu Palembang 

K e l u r a h a n J u m l a h p e n d u d u k 

K e l u r a h a n 7 U l u 2 . 0 5 3 j i w a 

K e l u r a h a n 9 - 1 0 U l u 1 . 4 5 9 j i w a 

J u m l a h 3 . 5 1 2 j i w a 

S u m b e r ; P e n u l i s . 2 0 1 3 

3. Visi dan misi Puskesmas 7 Ulu Palembang 

V i s i : T e r w u j u d n y a P u s k e s m a s 7 U l u P a l e m b a n g s e b a g a i p u s a t 

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

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

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

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

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

p r i m a 

4 . M e n e t a p k a n s t a n d a r p e l a y a n a n k e s e h a t a n 

4. Fungsi dan tujuan Puskesmas 7 Ulu Palembang 

T u j u a n d e n g a n d i d i r i k a n n y a P u s k e s m a s 7 U l u P a l e m b a n g i n i 

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

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

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

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

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

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

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

3 . P e m b i n a a n d a n P e l a k s a n a a n T u g a s d i b i d a n g k e s e h a t a n 

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

5 . P e l a k s a n a a n p e l a y a n a n t e k n i s k e t a t a u s a h a a n D i n a s 

6 . P e n y e l e n g g a r a a n m o n i t o r i n g d a n e v a l u a s i 

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

t u g a s d a n f u n g s i n y a . 

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

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

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

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

a . k e s e j a h t e r a a n i b u d a n a n a k ( K I ) . 

b . K e l u a r g a B e r e n c a n a ( K B ) . 

c . p e r b a i k a n g i z i . 

d . p e r a w a t a n k e s e h a t a n m a s y a r a k a t . 

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

f . I m u n i s a s i . 

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

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

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

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

1. L a b o r a t o r i u m . 

m . u p a y a k e s e h a t a n k e r j a . 

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

o . u p a y a k e s e h a t a n j i w a . 

p . u p a y a k e s e h a t a n m a t a . 

q . U K S d a n U K G S d a n , 

r . p e n c a t a t a n s e r t a p e l a p o r a n . 

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

u p a y a . 

3 . k e s e h a t a n , s a r a n a p e l a y a n a n k e s e h a t a n , p e l a k s a n a a n p e l a y a n a n r u j u k a n 

m e d i s . 

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

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

6 . p e m b a n g u n a n k e s e h a t a n . 

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

p e m b a n g u n a n . 

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

9 . P e l a k s a n a t u g a s l a i n y a n g d i b e r i k a n o l e h D i n a s K e s e h a t a n . 
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5 . S t r u k t u r O r g a n i s a s i 

B e r d a s a r k a n s u r a l k e p u t u s a n w a l i k o t a P a l e m b a n g N o m o r 0 6 1 . 1 / 2 7 2 t a h u n 

2 0 0 1 , m a k a s u s u n a n O r g a n i s a s i P u s k e s m a s 7 U l u P a l e m b a n g t e r d i r i d a r i ; 

1 . K e p a l a P u s k e s m a s 

2 . P e t u g a s T a t a U s a h a 

3 . U n i t - u n i t 

4 . K e l o m p o k J a b a t a n F u n g s i o n a l 

5 . P u s k e s m a s P e m b a n t u 

A d a p u n g a m b a r s t r u k t u r O r g a n i s a s i d a r i P u s k e s m a s 7 U l u P a l e m b a n g d a p a t 

d i l i h a t p a d a g a m b a r s e b a g a i b e r i k u t : 
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STRUKTUR ORGANISASI 

Puskesmas 7 Ulu Palembang 

P i m p i n a n 
p u s k e s m a s 

Unit Tata usaha 

fungsional 

Tata usaha 

fungsional 

I N I T 
K K S G A 

K K S G A 

UNIT 
P E M I U J H 
AN 

P K N C O l 
TAN 

A 

KES/IBIJ 
ANAK 

Gl/A 

K B 

SP2TP K E P E G A W A 
IAN 

KEUANGAN 

Uait kcBling UNIT 
PENUNJANG 

U K S 
L A B O R 

U K G S 
GUDANG 

PSM 
A P O T I K 

P K M I N V E N T A R I S 

PUSTAKA K E A R S I P A N 

UNIT 
P E L A l CSANA 

MA I A 

J IWA 

O L A H RAGA 

A S K E S 

SASI U S I I A 

S u m b e r : P u s k e s m a s 7 U l u P a l e m b a n g , 2 0 1 3 
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PEMBAHASAN HASIL PENELITIAN 

U n t u k m e n g e t a h u i s e b e r a p a b e s a r k i n e r j a P e l a y a n a n p a d a P u s k e s m a s 7 

U i u P a l e m b a n g , m a k a p e n e l i t i m e n g g u n a k a n T e o r i A g u s D a r m a y a n g 

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

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

p e m a p a r a n K i n e r j a P e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g , 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 p e n u l i s : 

1. Efesiensi 

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

P u s k e s m a s 7 U l u P a l e m b a n g a d a l a h e f e s i e n s i . E f e s i e n s i y a i t u j u m l a h 

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

t e l a h d i t e t a p k a n s e b e l u m n y a . P u s k e s m a s 7 U l u P a l e m b a n g t i d a k m e m i l i k i 

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

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

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

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

P u s k e s m a s 7 U l u P a l e m b a n g b i s a t e r c a p a i d e n g a n b a i k , a d a p u n c a k u p a n 

k e g i a t a n k i n e r j a p e l a y a n a n k e s e h a t a n p a d a P u s k e s m a s 7 U l u P a l e m b a n g . 

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

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

d a p a t d i l i h a t p a d a t a b e l I V . 2 . 
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Tabel IV.2 
Jenis Kegiatan Kinerja Pelayanan 

Puskesmas 7 ulu Palembang 
Tahun 2010-2011 

1 
a 0 

J e n i s k e g i a t a n K e l u r a h a n 7 U l u K e l u r a h a n 9 - 1 0 
U l u 

u 
I I 

u 
n 11 

T a r g e t P e n c a p a i a 
n 

T a r g e t P e n c a p 
a i a n 

2 1 P r o m o s i k e s e h a t a n j ^ t Kail 1V Kan j ' + Kail z\j Kai l 

0 
] 
1 

2 K e s e h a t a n 
I I n ^ T ^ l i t i f T t * t i 
I I I l ^ l v u i l L ^ a l 1 

1 2 k a l i 8 k a l i 1 2 k a l i 7 k a l i 

0 3 K e s e h a t a n i b u d a n 
u l l u x L ^ l 11 l U ^ U X 

k e l u a r g a b e r e n c a n a 

1 7 k a l i 
1 Z . X u l l 

7 k a l i 1 7 k a l i 
1 Z . N u l l 

0 k a l i 
" K . d . i 1 

4 U p a y a p e r b a i k a n 
g i z i m a s y a r a k a t 

4 k a l i 2 k a l i 4 k a l i 2 k a l i 

5 U p a y a p e n g o b a t a n 1 2 k a l i 8 k a l i 1 2 k a l i 7 k a l i 
2 1 P r o m o s i k e s e h a t a n 3 0 k a l i 2 0 k a l i 3 0 k a l i 2 5 k a l i 
0 
1 

2 K e s e h a t a n 
l i n g k u n g a n 

1 2 k a l i 8 k a l i 1 2 k a l i 7 k a l i 

1 3 K e s e h a t a n i b u d a n 
a n a k t e r m a s u k 
k e l u a r g a b e r e n c a n a 

1 2 k a l i 8 k a l i 1 2 k a l i 7 k a l i 

4 U p a y a p e r b a i k a n 
g i z i m a s y a r a k a t 

4 k a l i 2 k a l i 4 k a l i 2 k a l i 

5 U p a y a p e n g o b a t a n 1 2 k a l i 5 k a l i 1 2 k a l i 8 k a l i 
S u m b e r : P u s k e s m a s 7 U l u P a l e m b a n g 2 0 1 3 

D i l i h a t d a r i t a b e l I V . 2 d a p a t d i l i h a t a d a b e b e r a p a j e n i s k e g i a t a n k i n e r j a 

p e l a y a n a n P u s k e s m a s 7 U l u P a l e m b a n g y a n g t i d a k m e n c a p a i t a r g e t y a i t u p a d a 

k e g i a t a n p r o m o s i k e s e h a t a n y a n g s e h a r u s n y a d i t a r g e t k a n s e b a n y a k 3 4 k a l i 

t e t a p i p e n c a p a i a n n y a h a n y a 2 0 k a l i ( d i k e l u r a h a n 9 - 1 0 u l u P a l e m b a n g ) d a n 

p r o m o s i k e s e h a t a n y a n g s e h a r u s n y a d i t a r g e t k a n s e b a n y a k 3 4 k a l i t e t a p i 

p e n c a p a i a n n y a h n y a 1 9 k a l i ( d i k e l u r a h a n 7 U l u P a l e m b a n g ) , p a d a p r o g r a m 

u p a y a k e s e h a t a n y a n g s e h a r u s n y a t a r g e t p e n c a p a i a n n y a s e b a n y a k 1 2 k a l i t e t a p i 

h a n y a d i l a k u k a n s e b a n y a k 5 k a l i ( d i k e l u r a h a n 7 U l u P a l e m b a n g ) . 
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D a n p r o g r a m u p a y a k e s e h a t a n s e h a r u s n y a t a r g e t p e n c a p a i a n n y a s e b a n y a k 

1 2 k a l i t e t a p i t e r c a p a i n y a h a n y a 8 k a l i ( d i k e l u r a h a n 9 - 1 0 U l u P a l e m b a n g ) t a h u n 

2 0 1 0 - 2 0 1 1 . 

2. Efektivitas 

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

P u s k e s m a s 7 U l u P a l e m b a n g a d a l a h e f e k t i f i t a s . E f e k t i v i t a s m e n y a n g k u t 

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

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

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

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

d e n g a n m a s y a r a k a t ( p a s i e n ) m a k a p e l a y a n a n P u s k e s m a s 7 U l u P a l e m b a n g 

h a r u s m e m u a s k a n m a s y a r a k a t . U n t u k m e n g u k u r k i n e r j a P u s k e s m a s 7 U l u 

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

p e l a y a n a n , p e r s y a r a t a n p e l a y a n a n , k e j e l a s a n p e t u g a s p e l a y a n a n a n , 

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

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

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

p e l a y a n a n , k e p a s t i a n b i a y a p e l a y a n a n , k e a m a n a n a n p e l a y a n a n , k e p a s t i a n 

j a d w a l p e l a y a n a n , k e n y a m a n a n l i n g k u n g a n . 
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Prosedur pelayanan 

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

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

p e l a y a n a n m e n u r u t C a r l s o n d a n S c h w a r t z ( 2 0 0 3 : 6 1 ) m e n y a t a k a n 

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

( 1 ) Convenience ( k e m u d a h a n ) y a i t u u k u r a n d i m a n a p e l a y a n a n 

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

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

d i k e m b a n g k a n T j i p t o n o ( 2 0 0 2 ; 1 4 ) a n t a r a a i n ( 1 ) Accessibility and 

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

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

k e i n g i n a n p e l a n g g a n . 

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

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

m e n y a t a k a n k o n d i s i p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g y a n g 

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

i n d i k a t o r t e r s e b u t d a p a t d i l i h a t p a d a h a s i l t a b u l a s i d a t a d a r i k u e s i o n e r : 
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Tabel IV.3 
Tanggapan pasien mengenai waktu pengurusan pendaftaran dan 

administrasi pada puskesmas 7 ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 2 0 1 0 0 2 1 
b a i k 4 2 5 1 0 0 2 6 
C u k u p b a i k 3 3 0 9 0 3 1 
K u r a n g b a i k 2 2 2 2 4 2 2 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 1 4 1 0 0 
R a t a - r a t a s k o r - S F . X - 3 1 4 - 3 . 2 

n 9 7 

S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 3 d i a t a s m e n u n j u k k a n b a b w a F ( F r e k u e n s i ) d i p e r o l e h 

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

d i p e r o l e h d a r i b a s i l b a g i a n t a r a F ( f r e k u e n s i ) d e n g a n j u m l a h ( n ) k a l i 1 0 0 % . 

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

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

m e n u n j u k k a n b a b w a d u a p u l u b d u a p a s i e n ( 2 2 % ) m e n g a t a k a n k u r a n g b a i k , 

t i g a p u l u b p a s i e n ( 3 1 1 % ) m e n g a t a k a n c u k u p b a i k . d u a p u l u b l i m a p a s i e n 

( 2 6 % ) m e n g a t a k a n b a i k d a n d u a p u l u b p a s i e n ( 2 1 % ) m e n g a t a k a n s a n g a t 

b a i k d a l a m p e n g u r u s a n p e n d a f t a r a n p a d a P u s k e s m a s 7 U l u P a l e m b a n g , d i 

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

p e n d a f t a r a n n y a s u d a b c u k u p b a i k a t a u m e m e n u h i s t a n d a r y a n g b a i k . 
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Tabel IV.4 

Tanggapan persepsi mengenai tanggungjawab petugas puskesmas 7 
Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 1 0 5 0 1 0 % 
b a i k 4 2 5 1 0 0 2 6 % 
C u k u p b a i k 3 6 2 1 8 6 6 4 % 
F C u r a n g b a i k 2 0 0 0 % 
T i d a k b a i k 1 0 0 0 % 

J u m l a h 9 7 3 3 6 1 0 0 % 
R a t a - r a t a s k o r - S F . X - 3 3 6 = 3 . 5 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 4 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a t a n g g a p a n p a s i e n m e n g e n a i t a n g g u n g j a w a b 

p e t u g a s p u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s 

m e n u n j u k k a n b a b w a e n a m p u l u b d u a p a s i e n ( 6 4 % ) m e n g a t a k a n c u k u p 

b a i k , d u a p u l u b l i m a p a s i e n ( 2 6 % ) m e n g a t a k a n b a i k d a n s e p u l u h p a s i e n 

( 1 0 % ) m e n g a t a k a n s a n g a t b a i k d i l i h a t d a r i c a r a p e r a w a t d a n p a r a 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 y a n g c u k u p b a i k k e p a d a p a s i e n d a n k e p e d u l i a n 

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



4 8 

Tabel IV.5 

Tanggapan persepsi mengenai pengurusan surat rujuk 

di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 15 7 5 15 
b a i k 4 3 2 1 2 8 3 3 
C u k u p b a i k 3 4 0 1 2 0 4 1 
K u r a n g b a i k 2 1 0 0 1 1 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 2 3 1 0 0 
R a t a - r a t a s k o r - S F . X = 3 2 3 - 3 , 3 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 5 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a t a n g g a p a n p a s i e n m e n g e n a i p e n g u r u s a n s u r a t r u j u k 

d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s m e n u n j u k k a n 

b a b w a s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n k u r a n g b a i k , e m p a t p u l u b 

p a s i e n ( 4 1 % ) m e n g a t a k a n c u k u p b a i k , t i g a p u l u b d u a p a s i e n ( 3 3 % ) 

m e n g a t a k a n b a i k d a n l i m a b e l a s p a s i e n ( 1 5 % ) m e n g a t a k a n s u d a b s a n g a t 

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

r u m a b s a k i t u m u m y a n g t i d a k b e r b e l i t - b e l i t . 
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Tabel IV.6 
Adapun rekapitulasi tanggapan pasien sebagai responden mengenai 

prosedur pelayanan di Puskesmas 7 Ulu Palembang 

T a n g g a p a n R a t a - r a t a s k o r P e r s e n t a s i 

T a n g g a p a n p a s i e n m e n g e n a i w a k t u 
p e n g u r u s a n p e n d a f t a r a n d a n a d m i n i s t r a s i 
p a d a p u s k e s m a s 7 u l u P a l e m b a n g 

3 , 2 6 4 % 

T a n g g a p a n p e r s e p s i m e n g e n a i t a n g g u n g 
j a w a b p e t u g a s p u s k e s m a s 7 U l u 
P a l e m b a n g 

3 , 5 7 0 % 

T a n g g a p a n p e r s e p s i m e n g e n a i 
p e n g u r u s a n s u r a t r u j u k d i P u s k e s m a s 7 
U l u P a l e m b a n g 

3 , 3 6 6 % 

R a t a - r a t a s k o r d a n r a t a - r a t a p e r s e n t a s i 3 , 3 3 6 6 , 6 

S u m b e r : P e n u l i s , 2 0 1 3 

2) Persyaratan pelayanan 

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

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

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

p e l a y a n a n p r i m a s e p e r t i y a n g d i k u t i p W a r e l l a ( 2 0 0 2 : 3 1 ) m e n y e b u t k a n 

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

k r i t e r i a - k r i t e r i a a n t a r a l a i n ( 1 ) A d a n y a k e j e l a s a n p e r s y a r a t a n p e l a y a n a n 

b a i k t e k n i s m a u p u n a d m i n i s t r a s i , ( 2 ) K e t e r b u k a a n m e n g e n a i p e r s y a r a t a n 

p e l a y a n a n , ( 3 ) E f i s i e n s i p e r s y a r a t a n d a l a m a r t i b a h w a d i b a t a s i p a d a h a l -
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h a l y a n g b e r k a i t a n l a n g s u n g d e n g a n p e l a y a n a n s e r t a d i c e g a h a d a n y a 

p e n g u l a n g a n p e m e n u h a n p e r s y a r a t a n . 

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

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

k o n d i s i p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g y a n g b e r h u b u n g a n 

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

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

p a d a l a b e l d i b a w a h i n i : 

Tabel IV.7 
Tanggapan persepsi mengenai kemudahan persyaratan 

pendaftaran pasien rawat jalan di puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 2 0 1 0 0 2 1 
b a i k 4 2 5 1 0 0 2 6 
C u k u p b a i k 3 4 0 1 2 0 4 1 
K u r a n g b a i k 2 1 2 2 2 1 2 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 4 2 1 0 0 
R a t a - r a t a s k o r = I F . X 3 4 2 - 3 , 5 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

Dari t a b e l IV .7 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a t a n g g a p a n p a s i e n m e n g e n a i k e m u d a h a n 

p e r s y a r a t a n p e n d a f t a r a n p a s i e n r a w a t j a l a n d i p u s k e s m a s 7 U l u P a l e m b a n g 

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

( 1 2 % ) m e n g a t a k a n k u r a n g b a i k , e m p a t p u l u h p a s i e n ( 4 1 % ) m e n g a t a k a n 
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c u k u p b a i k , d u a p u l u h l i m a p a s i e n ( 2 6 % ) m e n g a t a k a n b a i k d a n d u a p u l u h 

p a s i e n ( 2 1 % ) m e n g a t a k a n s a n g a t b a i k , d i l i h a t d a r i c a r a p r o s e d u r 

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

b e r b e l i t - b e l i t . 

Tabel IV.8 

Tanggapan mengenai persepsi persyaratan dalam mengambil 
obat di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 5 2 5 5 
b a i k 4 2 0 8 0 2 1 
C u k u p b a i k 3 2 5 7 5 2 6 
K u r a n g b a i k 2 4 7 9 4 4 8 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 2 7 4 1 0 0 
R a t a - r a t a s k o r = I F . X - 2 7 4 - 2 . 8 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i l a b e l I V . 8 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a t a n g g a p a n p a s i e n m e n g e n a i p e r s e p s i p e r s y a r a t a n 

d a l a m m e n g a m b i l o b a t d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l 

d i a t a s m e n u n j u k k a n b a b w a e m p a t p u l u b t u j u h p a s i e n ( 4 8 % ) m e n g a t a k a n 

k u r a n g b a i k , d u a p u l u b l i m a p a s i e n ( 2 6 % ) m e n g a t a k a n c u k u p b a i k , d u a 

p u l u b p a s i e n ( 2 1 % ) m e n g a t a k a n b a i k d a n d u a p u l u b l i m a p a s i e n ( 2 5 % ) 

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

o b a t - o b a t a n d i a p o t i k P u s k e s m a s y a n g t i d a k b e r b e l i t - b e l i t . 
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Tabel IV.9 

Adapun rekapitulasi tanggapan pasien sebagai responden mengenai 
persyaratan pelayanan di Puskesmas 7 Ulu Palembang yaitu : 

T a n g g a p a n R a t a - r a t a 

s k o r 

P e r s e n t a s i 

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

p e r s y a r a t a n p e n d a f t a r a n p a s i e n r a w a t j a l a n 

d i p u s k e s m a s 7 U l u P a l e m b a n g 

3 , 5 7 0 % 

T a n g g a p a n m e n g e n a i p e r s e p s i p e r s y a r a t a n 
d a l a m m e n g a m b i l o b a t d i P u s k e s m a s 7 U l u 
P a l e m b a n g 

2 , 8 5 6 % 

R a t a - r a t a s k o r d a n r a t a - r a t a p e r s e n t a s i 3 , 1 5 6 3 % 

S u m b e r : P e n u l i s , 2 0 1 3 

3) Kejelasan Petugas Pelayanan 

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

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

d a n t a n g g u n g j a w a b ) . S e h u b u n g a n d e n g a n h a l d i a t a s , m e n u r u t G a s p e r s z 

( 2 0 0 1 : 2 ) , a t r i b u t a t a u d i m e n s i y a n g b a r u s d i p e r h a t i k a n d a l a m p e r b a i k a n 

k u a l i t a s p e l a y a n a n a n t a r a l a i n ( 1 ) K e m u d a h a n m e n d a p a t k a n p e l a y a n a n 

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

( 2 ) T a n g g u n g j a w a b y a n g b e r k a i t a n d e n g a n p e n e r i m a a n p e l a y a n a n d a n 

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

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

y a n g e o c o k s e p e r t i y a n g m e r e k a i n g i n k a n , ( 2 ) Access y a i t u m u d a h 

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

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

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

k o n d i s i p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g y a n g b e r h u b u n g a n 

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

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

i n i : 

Tabel IV.IO 
Tanggapan persepsi mengenai kecepatan dan ketepatan 

petugas di puskesmas 7 Ulu Puskesmas 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 5 2 5 5 
b a i k 4 2 8 1 1 2 2 9 
C u k u p b a i k 3 15 4 5 15 
K u r a n g b a i k 2 4 9 9 8 5 1 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 2 8 0 1 0 0 
R a t a - r a t a s k o r = I F . X = 2 8 0 = 2 . 9 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l F V . I O d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a t a n g g a p a n p a s i e n p e r s e p s i m e n g e n a i k e c e p a t a n d a n 

k e t e p a t a n p e t u g a s d i p u s k e s m a s 7 U l u P u s k e s m a s b e r d a s a r k a n t a b e l d i a t a s 

m e n u n j u k k a n b a h w a e m p a t p u l u b s e m b i l a n p a s i e n ( 5 1 % ) m e n g a t a k a n 
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d e l a p a n p a s i e n ( 2 9 % ) m e n g a t a k a n b a i k d a n l i m a p a s i e n ( 5 % ) m e n g a t a k a n 

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

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

Tabel I V . l l 

Tanggapan persepsi mengenai kejelasan informasi yang d 
berikan dokter di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 0 0 0 
b a i k 4 4 0 1 6 0 4 1 
C u k u p b a i k 3 5 7 1 7 1 5 9 
K u r a n g b a i k 2 0 0 0 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 3 1 1 0 0 
R a t a - r a t a s k o r - I F . X - 3 3 1 - 3 , 4 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . l l d i a t a s m e n u n j u k k a n b a b w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 A n a l i s a t a n g g a p a n p a s i e n p e r s e p s i m e n g e n a i k e j e l a s a n 

i n f o r m a s i y a n g d i b e r i k a n d o k t e r d i P u s k e s m a s 7 U l u P a l e m b a n g 

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

( 5 9 % ) m e n g a t a k a n c u k u p b a i k , e m p a t p u l u b p a s i e n ( 4 1 % ) m e n g a t a k a n 

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

p e t u g a s P u s k e s m a s d a l a m m e n a n g a n i p a s i e n n y a . 
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Tabel IV.12 

Tanggapan persepsi mengenai kejelasan informasi yang 
diberikan bidan di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n 
( % ) 

S a n g a t b a i k 5 1 7 8 5 1 7 
b a i k 4 2 0 8 0 2 1 
C u k u p b a i k 3 2 5 7 5 2 6 
K u r a n g b a i k 2 1 0 2 0 1 0 
T i d a k b a i k 1 2 5 2 5 2 6 

J u m l a h 9 7 2 8 5 1 0 0 
R a t a - r a t a s k o r - I F . X - 2 8 5 = 2 , 9 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 1 2 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a t a n g g a p a n p a s i e n p e r s e p s i m e n g e n a i k e j e l a s a n 

i n f o r m a s i y a n g d i b e r i k a n d o k t e r d i P u s k e s m a s 7 U l u P a l e m b a n g 

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

( 2 6 % ) m e n g a t a k a n t i d a k b a i k , s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n 

k u r a n g b a i k , d u a p u l u b l i m a p a s i e n ( 2 6 % ) m e n g a t a k a n c u k u p b a i k , d u a 

p u l u b p a s i e n ( 2 1 % ) m e n g a t a k a n b a i k d a n t u j u h b e l a s p a s i e n ( 1 7 % ) 

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

p a r a p e t u g a s p u s k e s m a s 
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Tabel IV.13 

Adapun rekapitulasi tanggapan pasien sebagai responden mengenai 
kejelasan petugas pelayanan di Puskesmas 7 Ulu Palembang yaitu : 

T a n p o a n a n R a t a - r a t a 

s k o r 

P e r s e n t a s i 

T a n t ' p a n a n n e r s e n s i m e n p e n a i k e c e n a t a n 
d a n k e t e p a t a n p e t u g a s d i p u s k e s m a s 7 U l u 
P u s k e s m a s 

2 9 5 8 % 

T a n g g a p a n p e r s e p s i m e n g e n a i k e j e l a s a n 
i n f o r m a s i y a n g d b e r i k a n d o k t e r d i 
P u s k e s m a s 7 U l u P a l e m b a n g 

3 , 4 6 8 % 

T a n g g a p a n p e r s e p s i m e n g e n a i k e j e l a s a n 
i n f o r m a s i y a n g d i b e r i k a n b i d a n d i 
P u s k e s m a s 7 U l u P a l e m b a n g 

2 , 9 5 8 % 

R a t a - r a t a s k o r d a n r a t a - r a t a p e r s e n t a s i 3 , 1 % 6 1 , 3 % 

S u m b e r : P e n u i i s , 2 0 1 3 

4 Kedisiplinan petugas pelayanan 

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

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

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

d a n M u r g a t r o y d ( 1 9 9 4 ) , b e b e r a p a k r i t e r i a p e r s e p s i p e l a n g g 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 a n t a r a l a i n ( I ) R e l i a b i l i t y y a i t u k e m a m p u a n u n t u k 

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

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

p e l a n g g a n . K e m u d i a n m e n u r u t C a r l s o n d a n S c b w a r z ( 2 0 0 3 : 6 1 ) y a n g 

m e n g a t a k a n 
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p e l a n g g a n . K e m u d i a n m e n u r u t C a r l s o n d a n S c h w a r z (2003 : 61) y a n g 

m e n g a t a k a n 

B a h w a u k u r a n y a n g k o m p r e h e n s i f u n t u k s e r v q u a \ s e k t o r p u b l i k 

a n t a r a l a i n ( 1 ) R e l i a b i l i t y ( k e a n d a l a n ) y a i t u m e n i l a i t i n g k a t d i m a n a 

p e l a y a n a n p e m e r i n t a h d i s e d i a k a n s e c a r a b e n a r d a n t e p a t w a k t u , (2) 

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

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

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

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

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

k o n d i s i p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g y a n g b e r h u b u n g a n 

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

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

d a p a t d i l i b a t p a d a t a b e l d i b a w a h i n i : 

Tabel IV.14 
Tanggapan persepsi mengenai ketepatan waktu para petugas 

puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 10 50 10 
b a i k 4 40 160 41 
C u k u p b a i k 3 25 75 26 
K u r a n g b a i k 2 22 44 23 
T i d a k b a i k 1 0 0 0 

J u m l a h 97 329 100 
R a t a - r a t a s k o r = I F . X - 329 - 3,4 

n 97 
S u m b e r : P e n u l i s , 2013 

D a r i t a b e l IV.14 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

p e t u g a s p u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s 

m e n u n j u k k a n , d u a p a s i e n ( 1 0 % ) m e n g a t a k a n k u r a n g b a i k , l i m a p a s i e n 

( 2 5 % ) m e n g a t a k a n c u k u p b a i k , s e b e l a s p a s i e n ( 5 5 % ) m e n g a t a k a n b a i k 

d a n d u a p a s i e n ( 1 0 % ) m e n g a t a k a n s a n g a t b a i k d i l i h a t d a r i k e j e l a s a n j a d w a l 

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

Tabel IV. 15 
Tanggapan persepsi mengenai ketepatan kerja 

dalam menangani pasien di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 

S a n g a t b a i k 5 1 0 5 0 1 0 
b a i k 4 4 0 1 6 0 4 1 
C u k u p b a i k 3 4 7 1 4 1 4 9 
K u r a n g b a i k 2 0 0 0 
' I ' i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 5 1 1 0 0 
R a t a - r a t a s k o r = I F . X - 3 5 1 = 3 . 6 

n 9 7 
S u m b e r ; P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 15 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a t a n g g a p a n p a s i e n p e r s e p s i m e n g e n a i k e t e p a t a n 

k e r j a d a l a m m e n a n g a n i p a s i e n d i P u s k e s m a s 7 U l u P a l e m b a n g 

b e r d a s a r k a n t a b e l d i a t a s m e n u n j u k k a n , e m p a t p u l u b t u j u h p a s i e n ( 4 9 % ) 

m e n g a t a k a n c u k u p b a i k , e m p a t p u l u b p a s i e n ( 4 1 % ) m e n g a t a k a n b a i k d a n 

s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n s a n g a t b a i k d i l i h a t d a r i k e t e p a t a n k e r j a 

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



5 9 

Tabel I V . I 6 
Tanggapan persepsi mengenai tanggungjawab petugas di 

Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n { % ) 
S a n g a t b a i k 5 1 0 5 0 5 
b a i k 4 5 0 2 0 0 6 0 
C u k u p b a i k 3 3 0 9 0 3 0 
K u r a n g b a i k 2 7 1 4 5 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 5 4 1 0 0 
R a t a - r a t a s k o r - I F . X - 3 5 4 = 3 . 6 

n 9 7 
S u m b e r : Penulis»2013 

D a r i t a b e l I V . 1 6 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a t a n g g a p a n p a s i e n p e r s e p s i m e n g e n a i t a n g g u n g 

j a w a b p e t u g a s d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n l a b e l d i a t a s 

m e n u n j u k k a n , t u j u h p a s i e n ( 5 % ) m e n g a t a k a n k u r a n g b a i k , t i g a p u l u b 

p a s i e n ( 3 0 % ) m e n g a t a k a n c u k u p b a i k , l i m a p u l u b p a s i e n ( 6 0 % ) 

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

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

p u s k e s m a s d a l a m m e n a n g a n i p a s i e n n y a . 
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Tabel IV.17 

Adapun rekapitulasi tanggapan pasien sebagai responden 
kedisiplinan petugas pelayanan di Puskesmas 7 Ulu Palembang yaitu 

T a n g g a p a n R a t a - r a t a 

s k o r 

P e r s e n t a s i 

T a n g g a p a n p e r s e p s i m e n g e n a i k e t e p a t a n 
w a k t u p a r a p e t u g a s p u s k e s m a s 7 U i u 
P a l e m b a n g 

3 , 4 6 8 % 

T a n g g a p a n p e r s e p s i m e n g e n a i k e t e p a t a n 
k e r j a d a l a m m e n a n g a n i p a s i e n d i 
P u s k e s m a s 7 U l u P a l e m b a n g 

3 , 6 7 2 % 

T a n g g a p a n p e r s e p s i m e n g e n a i t a n g g u n g 
j a w a b p e t u g a s d i P u s k e s m a s 7 U l u 
P a l e m b a n g 

3 , 6 7 2 % 

R a t a - r a t a s k o r d a n r a t a - r a t a p e r s e n t a s i 3 , 5 7 0 , 6 % 

S u m b e r ; P e n u l i s , 2 0 1 3 

5. Tanggung Jawab Petugas Pelayanan 

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

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

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

y a n g d i k u t i p W a r e l l a ( 2 0 0 3 : 3 1 ) m e n y e b u t k a n b a b w a u n t u k m e n i l a i 

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

l a i n ( 1 ) K e j e l a s a n d a n k e p a s t i a n u n i t k e r j a a t a u p e j a b a t y a n g b e r w e n a n g 

d a n b e r t a n g g u n g j a w a b d a l a m m e m b e r i k a n p e l a y a n a n , ( 2 ) K e t e r b u k a a n 

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



61 

d a n b e r t a n g g u n g j a w a b d a l a m m e m b e r i k a n p e l a y a n a n , ( 2 ) K e t e r b u k a a n 

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

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

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

k o n d i s i p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g y a n g b e r h u b u n g a n 

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

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

d a p a t d i l i b a t p a d a t a b e l d i b a w a h i n i : 

Tabel IV.18 
Tanggapan persepsi mengenai tanggung jawab petugas apotik 

di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 1 0 5 0 1 0 
b a i k 4 4 5 1 8 0 4 6 
C u k u p b a i k 3 2 8 8 4 2 9 
K u r a n g b a i k 2 1 4 2 8 15 
T i d a k b a i k 1 0 0 0 

J u m l a 9 7 3 4 2 1 0 0 
R a t a - r a t a s k o r = I F . X - 3 4 2 - 3 , 5 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 1 8 d i a t a s m e n u n j u k k a n b a b w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n p e r s e p s i m e n g e n a i t a n g g u n g j a w a b 

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

m e n u n j u k k a n , e m p a t b e l a s p a s i e n ( 1 5 % ) m e n g a t a k a n k u r a n g b a i k , d u a 

p u l u h d e l a p a n p a s i e n ( 2 9 % ) m e n g a t a k a n c u k u p b a i k , e m p a t p u l u h l i m a 
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s a n g a t b a i k d i l i h a t d a r i t a n g g u n g j a w a b p a r a p e t u g a s a p o t i k d i p u s k e s m a s 

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

Tabel IV.19 
Harapan terhadap petugas pendaftaran dan administrasi di 

Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 2 5 1 2 5 2 6 
B a i k 4 2 5 1 0 0 2 6 
C u k u p b a i k 3 2 7 8 1 2 8 
K u r a n g b a i k 2 2 0 4 0 2 0 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 4 6 1 0 0 
R a t a - r a t a s k o r = I F . X - 3 4 6 = 3 . 5 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 1 9 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n p e r s e p s i m e n g e n a i t a n g g u n g j a w a b 

p e t u g a s a d m i n i s t r a s i d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n l a b e l d i 

a t a s m e n u n j u k k a n , d u a p u l u b p a s i e n ( 2 0 % ) m e n g a t a k a n k u r a n g b a i k , d u a 

p u l u b t u j u b p a s i e n ( 2 8 % ) m e n g a t a k a n c u k u p b a i k , d u a p u l u b l i m a p a s i e n 

( 2 6 % ) m e n g a t a k a n b a i k d a n d u a p u l u h l i m a p a s i e n ( 2 6 % ) m e n g a t a k a n 

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

p u s k e s m a s d a n p a r a p e t u g a s d i p u s k e s m a s d a l a m m e l a y a n i p a s i e n n y a . 
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Tabel IV.20 
Tanggapan persepsi mengenai perhatian petugas administrasi 

terhadap pasien di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n { % ) 
S a n g a t b a i k 5 0 0 0 
b a i k 4 5 0 2 0 0 5 1 
C u k u p b a i k 3 4 0 1 2 0 4 1 
K u r a n g b a i k 2 7 1 4 8 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 3 4 1 0 0 
R a t a - r a t a s k o r = I F . X - 3 3 4 = 3 . 4 

n 9 7 
S u m b e r ; P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 2 0 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n p e r s e p s i m e n g e n a i p e r h a t i a n p e t u g a s 

a d m i n i s t r a s i t e r h a d a p p a s i e n d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n 

t a b e l d i a t a s m e n u n j u k k a n , t u j u b p a s i e n ( 8 % ) m e n g a t a k a n k u r a n g b a i k , 

e m p a t p u l u b p a s i e n ( 4 1 % ) m e n g a t a k a n c u k u p b a i k , e m p a t p u l u b p a s i e n 

( 4 1 % ) m e n g a t a k a n b a i k d a n s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n s a n g a t 

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

d i p u s k e s m a s d a n p a r a d o k t e r d i p u s k e s m a s d a l a m m e l a y a n i p a s i e n n y a . 
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Tabel IV.21 
Adapun rekapitulasi tanggapan pasien sebagai responden mengenai 
tanngung jawab petugas pelayanan di Puskesmas 7 Ulu Palembang 

yaitu : 

T a n g g a p a n R a t a - r a t a 

s k o r 

P e r s e n t a s i 

T a n g g a p a n p e r s e p s i m e n g e n a i t a n g g u n g 
j a w a b p e t u g a s a p o t i k d i P u s k e s m a s 7 U l u 
P a l e m b a n g 

3 , 5 7 0 % 

H a r a p a n m e n e n a i p e t u g a s p e n d a f t a r a n d a n 
a d m i n i s t r a s i d i P u s k e s m a s 7 U l u 
P a l e m b a n g 

3 , 5 7 0 % 

T a n g g a p a n p e r s e p s i m e n g e n a i p e r b a t i a n 
p e t u g a s a d m i n i s t r a s i t e r b a d a p p a s i e n d i 
P u s k e s m a s 7 U l u P a l e m b a n g 

3 , 4 6 8 % 

R a t a - r a t a s k o r d a n r a t a - r a t a p e r s e n t a s i 3 , 4 6 9 , 3 % 

S u m b e r : P e n u l i s , 2 0 1 3 

6. Kemampuan Petugas Pelayanan 

K e m a m p u a n p e t u g a s p e l a y a n a n y a i t u T i n g k a t k e a b l i a n d a n 

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

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

T j i p t o n o ( 2 0 0 2 : 1 4 ) m e n g e m u k a k a n b e b e r a p a u n s u r u n t u k m e n i l a i 

k u a l i t a s j a s a y a n g a n t a r a l a i n ( 1 ) Profesional i s m a n d Skill; y a n g b e r k a i t a n 

d e n g a n p e n g e t a h u a n d a n k e t e r a m p i l a n ( i n t e l e k t u a l , fisik. a d m i n i s t r a s i 

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

p e l a n g g a n s e c a r a p r o f e s i o n a l . K e m u d i a n M o r g a n d a n M u r g a t r o y d 
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p e l a n g g a n s e c a r a p r o f e s i o n a l . K e m u d i a n M o r g a n d a n M u r g a t r o y d 

( 2 0 0 3 : 4 5 ) m e n g e m u k a k a n b e b e r a p a k r i t e r i a p e r s e p s i p e l a n g g 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 a n t a r a l a i n ( 1 ) Competence, y a i t u m e n y a n g k u t 

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

p e l a y a n a n . 

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

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

k o n d i s i p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g y a n g b e r h u b u n g a n 

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

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

d a p a t d i l i b a t p a d a t a b e l d i b a w a h i n i : 

Tabel IV.22 
Tanggapan persepsi mengenai penguasaan dan keterampilan 

perawat di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 4 5 2 2 5 4 6 
b a i k 4 4 0 1 6 0 4 1 
C u k u p b a i k 3 1 2 3 6 13 
K u r a n g b a i k 2 0 0 0 
T i d a k b a i k 1 0 0 0 

J u m l a 9 7 4 2 1 1 0 0 
R a t a - r a t a s k o r = I F . X - 4 2 1 - 4 , 3 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 2 2 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n p e r s e p s i m e n g e n a i p e n g u a s a a n d a n 

k e t e r a m p i l a n p e r a w a t d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i 
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p u l u h p a s i e n ( 4 1 % ) m e n g a t a k a n b a i k d a n e m p a t p u l u h l i m a p a s i e n 

( 4 6 % ) m e n g a t a k a n s a n g a t b a i k d i l i h a t d a r i p e n g u a s a a n d a n k e t e r a m p i l a n 

p a r a p e t u g a s p u s k e s m a s , p e r a w a t s e r t a p a r a d o k t e r d i P u s k e s m a s t e r s e b u t . 

Tabel IV.23 
Tanggapan persepsi mengenai kejelasan 

informasi yang diberikan oleh bidan d Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n 
( % ) 

S a n g a t b a i k 5 1 0 5 0 1 0 
b a i k 4 5 0 2 0 0 5 2 
C u k u p b a i k 3 3 7 1 1 1 3 8 
K u r a n g b a i k 2 0 0 0 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 6 1 1 0 0 
R a t a - r a t a s k o r = I F . X - 3 6 1 - 3 , 7 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i l a b e l I V . 2 3 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n p e r s e p s i m e n g e n a i k e j e l a s a n i n f o r m a s i 

y a n g d i b e r i k a n o l e b b i d a n d P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n 

t a b e l d i a t a s m e n u n j u k k a n , t i g a p u l u b t u j u b p a s i e n ( 3 8 % ) m e n g a t a k a n 

c u k u p b a i k , l i m a p u l u b p a s i e n ( 5 2 % ) m e n g a t a k a n b a i k d a n s e p u l u h 

p a s i e n ( 1 0 % ) m e n g a t a k a n s a n g a t b a i k d i l i b a t d a r i k e j e l a s a n i n f o r m a s i 

y a n g d i b e r i k a n p a r a b i d a n d a n p a r a d o k t e r d i P u s k e s m a s 7 U l u 

P a l e m b a n g . 
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Tabel IV.24 
Harapan mengenai kejelasan informasi yang diberikan oleh bidan di 

Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n 
( % ) 

S a n g a t b a i k 5 5 2 5 1 0 
b a i k 4 5 0 2 0 0 5 2 
C u k u p b a i k 3 4 2 1 1 1 3 8 
K u r a n g b a i k 2 0 0 0 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 6 1 1 0 0 
R a t a - r a t a s k o r - I F . X - 3 6 1 = 3 , 7 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l 1 V . 2 4 d i a t a s m e n u n j u k k a n b a b w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n p e r s e p s i m e n g e n a i k e j e l a s a n i n f o r m a s i 

y a n g d i b e r i k a n o l e h b i d a n d P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n 

t a b e l d i a t a s m e n u n j u k k a n , t i g a p u l u h t u j u h p a s i e n ( 3 8 % ) m e n g a t a k a n 

c u k u p b a i k , l i m a p u l u b p a s i e n ( 5 2 % ) m e n g a t a k a n b a i k d a n s e p u l u h 

p a s i e n ( 1 0 % ) m e n g a t a k a n s a n g a t b a i k d i l i b a t d a r i k e j e l a s a n i n f o r m a s i 

y a n g d i b e r i k a n p a r a b i d a n d a n p a r a d o k t e r d i P u s k e s m a s 7 U l u 

P a l e m b a n g . 
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Tabel IV.25 
Tanggapan persepsi mengenai penguasaan dan keterampilan 

bidan di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 5 2 5 5 
b a i k 4 4 5 1 8 0 4 6 
C u k u p b a i k 3 3 0 9 0 3 1 
K u r a n g b a i k 2 1 7 3 4 1 8 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 2 9 1 0 0 
R a t a - r a t a s k o r - I F . X - 3 2 9 = 3 , 4 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 2 5 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n p e r s e p s i m e n g e n a i p e n g u a s a a n d a n 

k e t e r a m p i l a n b i d a n d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i 

a t a s m e n u n j u k k a n , t u j u b b e l a s p a s i e n ( 1 8 % ) m e n g a t a k a n k u r a n g b a i k . t i g a 

p u l u b p a s i e n ( 3 1 % ) m e n g a t a k a n c u k u p b a i k , e m p a t p u l u b l i m a p a s i e n 

( 4 6 % ) m e n g a t a k a n b a i k d a n l i m a p a s i e n ( 5 % ) m e n g a t a k a n s a n g a t b a i k d i 

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

m e n a g a n i p a s i e n n y a . 
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Tabel IV.26 
Adapun rekapitulasi tanggapan pasien sebagai responden mengenai 

kemampuan petugas pelayanan di Puskesmas 7 Ulu Palembang yaitu 

T a n g g a p a n R a t a - r a t a 

s k o r 

P e r s e n t a s i 

T a n g g a p a n p e r s e p s i m e n g e n a i p e n g u a s a a n 
d a n k e l e r a m p i l a n p e r a w a t d i P u s k e s m a s 7 
U l u P a l e m b a n g 

4 , 3 8 6 % 

T a n g g a p a n p e r s e p s i m e n g e n a i k e j e l a s a n 
i n f o m i a s i y a n g d i b e r i k a n o l e h b i d a n d 
P u s k e s m a s 7 U l u P a l e m b a n g 

3 , 7 7 4 % 

T a n g g a p a n p e r s e p s i m e n g e n a i p e n g u a s a a n 
d a n k e t e r a m p i l a n b i d a n d i P u s k e s m a s 7 
U l u P a l e m b a n g 

3 , 5 7 0 % 

T a n g g a p a n p e r s e p s i m e n g e n a i p e n g u a s a a n 
d a n k e t e r a m p i l a n b i d a n d i P u s k e s m a s 7 
U l u P a l e m b a n g 

3 , 4 6 8 % 

R a t a - r a t a s k o r d a n r a t a - r a t a p e r s e n t a s i 3 , 7 7 4 , 5 % 

S u m b e r : P e n u l i s , 2 0 1 3 

7. Kecepatan Pelayanan 

K e c e p a t a n p e l a y a n a n y a i t u T a r g e t w a k t u p e l a y a n a n d a p a t 

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

p e l a y a n a n . S e h u b u n g a n d e n g a n b a l d i a t a s , m e n u r u t G a s p e r s z ( 2 0 0 3 : 2 ) , 

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

p e l a y a n a n a n t a r a l a i n ( 1 ) K e t e p a t a n w a k t u p e l a y a n a n , d i m a n a h a l y a n g 
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p e l a y a n a n a n t a r a I a i n ( I ) K e t e p a t a n w a k t u p e l a y a n a n , d i m a n a h a ! y a n g 

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

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

W a r e l l a ( 2 0 0 4 : 3 1 ) m e n y e b u t k a n b a h w a u n t u k m e n i l a i p e l a y a n a n p u b l i k 

y a n g b e r k u a l i t a s d a p a t d i g u n a k a n k r i t e r i a - k r i t e r i a a n t a r a l a i n ( 1 ) 

K e t e r b u k a a n w a k t u p e n y e l e s a i a n , ( 2 ) K e t e p a t a n w a k t u y a i t u b a h w a 

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

t e l a h d i t e n t u k a n . 

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

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

k o n d i s i p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g y a n g b e r h u b u n g a n 

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

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

p a d a t a b e l d i b a w a b i n i : 

Tabel IV.27 
Tanggapan persepsi mengenai kecepatan dokter dalam memberi 

respon terhadap pelayanan di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 0 0 0 
b a i k 4 1 0 4 0 1 0 
C u k u p b a i k 3 2 5 7 5 2 5 
K u r a n g b a i k 2 2 4 4 8 2 5 
T i d a k b a i k 1 3 8 3 8 4 0 

J u m l a h 9 7 2 0 1 1 0 0 
R a t a - r a t a s k o r = I F . X = 2 0 1 = 2 , 0 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 2 7 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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



7 1 

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i k e c e p a t a n d o k t e r d a l a m 

m e m b e r i r e s p o n t e r h a d a p p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g 

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

m e n g a t a k a n t i d a k b a i k , d u a p u l u h e m p a t p a s i e n ( 2 5 % ) m e n g a t a k a n 

k u r a n g b a i k , d u a p u l u h l i m a p a s i e n ( 2 0 % ) m e n g a t a k a n c u k u p b a i k , 

s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n b a i k d i l i h a t . d a r i k u r a n g n y a k e c e p a t a n 

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

p a s i e n r a w a t j a l a n d i P u s k e s m a s 7 U l u P a l e m b a n g . 

Tabel IV.28 

Tanggapan persepsi mengenai tanggapan dokter terhadap 
pasien di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 5 2 5 5 
b a i k 4 2 0 8 0 2 0 
C u k u p b a i k 3 1 0 3 0 1 0 
K u r a n g b a i k 2 5 1 0 5 
T i d a k b a i k 1 5 7 5 7 6 0 

J u m l a h 9 7 2 9 2 1 0 0 
R a t a - r a t a s k o r = I F . X = 2 0 2 = 2 , 0 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 2 8 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n b e r d a s a r k a n m e n g e n a i t a n g g a p a n 

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

m e n u n j u k k a n , l i m a p u l u b t u j u b p a s i e n ( 6 0 % ) m e n g a t a k a n t i d a k b a i k , l i m a 

p a s i e n ( 5 % ) m e n g a t a k a n k u r a n g b a i k , s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n 
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c u k u p b a i k , d u a p u l u h p a s i e n ( 2 0 % ) m e n g a t a k a n b a i k d a n l i m a p a s i e n 

( 5 % ) m e n g a t a k a n s a n g a t b a i k d i l i b a t . d a r i k u r a n g n y a k e c e p a t a n d o k t e r 

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

r a w a t j a l n d i P u s k e s m a s 7 U l u P a l e m b a n g . 

Tabel IV.29 

Tanggapan persepsi mengenai ketanggapan perawat dalam membcri 
respon terhadap pasien di Puskesmas 7 Ulu Paelembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 5 2 5 5 
b a i k 4 1 0 4 0 1 0 
C u k u p b a i k 3 1 0 3 0 1 0 
K u r a n g b a i k 2 1 0 2 0 1 0 
T i d a k b a i k 1 6 2 6 2 6 5 

J u m l a h 9 7 1 7 7 1 0 0 
R a t a - r a t a s k o r - I F . X = 1 7 7 = 1,8 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 2 9 d i a t a s m e n u n j u k k a n b a b w a F ( F r e k u e n s i ) 

d i p e r o i e b d a r i b a n y a k n y a j a w a b a n y a n g d i b e r i k a n o l e b r e s p o n d e n . 

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n b e r d a s a r k a n m e n g e n a i k e c e p a t a n 

p e r a w a t d a l a m m e m b e r i r e s p o n t e r h a d a p p a s i e n d i P u s k e s m a s 7 U l u 

P a l e m b a n g t a b e l d i a t a s m e n u n j u k k a n , l i m a p a s i e n ( 5 % ) m e n g a t a k a n 

t i d a k b a i k , s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n k u r a n g b a i k , s e p u l u h p a s i e n 

( 1 0 % ) m e n g a t a k a n c u k u p b a i k . s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n b a i k 

d a n e n a m p u l u b d u a p a s i e n ( 6 5 % ) m e n g a t a k a n s a n g a t b a i k d i l i b a t . d a r i 

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

p e l a y a n a n d a n t a n g g a p a n m e n g e n a i p e n y a k i t p a r a p a s i e n n y a . 
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Tabel IV.30 

Tanggapan persepsi mengenai kecepatan perawat dalam memberi 
respon terhadap pasien di Puskesmas 7 Ulu Paelembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 1 0 5 0 1 0 
b a i k 4 2 0 8 0 2 1 
C u k u p b a i k 3 4 0 1 2 0 4 1 
K u r a n g b a i k 2 2 7 5 4 2 8 
T i d a k b a i k 1 0 6 2 0 

J u m l a 1 9 7 3 0 4 1 0 0 
R a t a - r a t a s k o r = I F . X = 3 0 4 = 3 , 1 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 2 9 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n b e r d a s a r k a n m e n g e n a i k e c e p a t a n 

p e r a w a t d a l a m m e m b e r i r e s p o n t e r h a d a p p a s i e n d i P u s k e s m a s 7 U l u 

P a l e m b a n g t a b e l d i a t a s m e n u n j u k k a n , d u a p u l u b t u j u b p a s i e n ( 2 8 % ) 

m e n g a t a k a n k u r a n g b a i k , e m p a t p u l u b p a s i e n ( 4 1 V o ) m e n g a t a k a n c u k u p 

b a i k , d u a p u l u b p a s i e n ( 2 1 % ) m e n g a t a k a n b a i k d a n s e p u l u h p a s i e n ( 1 0 % ) 

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

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

p a s i e n n y a . 
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Tabel IV.31 

Tanggapan persepsi mengenai waktu pengurusan pendaftaran 
dan adsministrasi di Puskesmas 7 Ulu Paelembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 5 2 5 5 
b a i k 4 1 0 4 0 1 0 
C u k u p b a i k 3 1 0 3 0 1 0 
K u r a n g b a i k 2 1 0 2 0 1 0 
T i d a k b a i k 1 6 2 6 2 6 5 

J u m l a 9 7 1 7 7 1 0 0 
R a t a - r a t a s k o r - I F . X = 1 7 7 - 1,8 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 3 1 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n b e r d a s a r k a n m e n g e n a i w a k t u 

p e n g u r u s a n p e n d a f t a r a n d a n a d m i n i n s t r a s i d i P u s k e s m a s 7 U l u P a l e m b a n g 

t a b e l d i a t a s m e n u n j u k k a n , l i m a p a s i e n ( 5 % ) m e n g a t a k a n t i d a k b a i k , 

s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n k u r a n g b a i k , s e p u l u h p a s i e n ( 1 0 % ) 

m e n g a t a k a n c u k u p b a i k , s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n b a i k d a n 

e n a m p u l u b d u a p a s i e n ( 6 5 % ) m e n g a t a k a n s a n g a t b a i k d i l i h a t . d a r i 

k u r a n g n y a k e c e p a t a n p e t u g a s a d s m i n i s t r a s i d a l a m m e l a y a n i p a s i e n n y a . 
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Tabel IV.32 
Adapun rekapitulasi tanggapan pasien sebagai responden mengenai 

kecepatan pelayanan di Puskesmas 7 Ulu Palembang yaitu : 

T a n g g a p a n R a t a - r a t a 

s k o r 

P e r s e n t a s i 

T a n g g a p a n p e r s e p s i m e n g e n a i k e c e p a t a n 
d o k t e r d a l a m m e m b e r i r e s p o n t e r h a d a p 
p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g 

2 , 0 4 0 % 

T a n g g a p a n p e r s e p s i m e n g e n a i t a n g g a p a n 
d o k t e r t e r b a d a p p a s i e n d i P u s k e s m a s 7 U l u 
P a l e m b a n g 

2 , 0 4 0 % 

T a n g g a p a n p e r s e p s i m e n g e n a i k e c e p a n 
p e r a w a t d a l a m m e m b e r i r e p o n t e r h a d a p 
p a s i e n d i P u s k e s m a s 7 U l u P a e l e m b a n g 

1,8 3 6 % 

T a n g g a p a n p e r s e p s i m e n g e n w a k t u 
p e n g u r u s a n p e n d a f t a r a n d a n a d s m i n i s t r a s i 
d i P u s k e s m a s 7 U l u P a e l e m b a n g 

3 , 1 6 2 % 

T a n g g a p a n p e r s e p s i m e n g e n a i k e c e p a t a n 
p e r a w a t d a l a m m e m b e r i r e p o n t e r b a d a p 
p a s i e n d i P u s k e s m a s 7 U l u P a e l e m b a n g 

1,8 3 6 % 

R a t a - r a t a s k o r d a n r a t a - r a t a p e r s e n t a s i 2 , 1 4 2 , % 

S u m b e r ; P e n u I i s , 2 0 1 3 

8. Keadilan Mendapatkan Pelayanan 

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

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

S e b u b u n g a n d e n g a n b a l d i a t a s , m e n u r u t C a r l s o n d a n S c h w a r t z ( d a l a m 
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d e n h a r d t , 2 0 0 3 : 6 1 ) m e n y a t a k a n b a h w a u k u r a n k o m p r e h e n s i f u n t u k 

servqual s e k t o r p u b l i k a n t a r a l a i n ( 1 ) Fairness ( k e a d i l a n ) y a i t u u k u r a n 

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

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

p e l a y a n a n p r i m a s e p e r t i y a n g d i k u t i p W a r e l l a ( 2 0 0 1 : 3 1 ) m e n y e b u t k a n 

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

k r i t e r i a - k r i t e r i a a n t a r a l a i n ( 1 ) K e a d i l a n y a n g m e r a t a y a i t u b a h w a 

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

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

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

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

k o n d i s i p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g y a n g b e r h u b u n g a n 

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

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

d a p a t d i l i b a t p a d a t a b e l d i b a w a b i n i : 

Tabel IV.33 
Tanggapan persepsi mengenai perlakuan adil atas pelayanan di 

Puskesmas 7 Ulu Palembang 
T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 15 7 5 15 
b a i k 4 2 0 8 0 2 1 
C u k u p b a i k 3 4 0 1 2 0 4 1 
K u r a n g b a i k 2 2 2 4 4 2 3 
T i d a k b a i k 1 0 0 0 

J u m l a ti 9 7 3 1 9 1 0 0 
R a t a - r a t a s k o r = I F . X - 3 1 9 - 3 , 2 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 
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D a r i t a b e l I V . 3 3 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i p e r l a k u a n a d i l a t a s 

p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s 

m e n u n j u k k a n , d u a p u l u h d u a p a s i e n ( 2 3 % ) m e n g a t a k a n k u r a n g b a i k , 

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

( 2 1 % ) m e n g a t a k a n b a i k d a n l i m a b e l a s p a s i e n ( 1 5 % ) m e n g a t a k a n s a n g a t 

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

U l u P a l e m b a n g . 

Tabel IV.34 
Tanggapan persepsi mengenai lamanya ruang tunggu pasien di 

Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 2 5 1 2 5 2 6 
b a i k 4 2 0 8 0 2 1 
C u k u p b a i k 3 1 0 3 0 1 0 
K u r a n g b a i k 2 2 0 4 0 2 1 
T i d a k b a i k 1 2 2 2 2 2 2 

J u m l a h 9 7 2 9 7 1 0 0 
R a t a - r a t a s k o r - I F . X - 2 9 7 = 3 , 1 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 3 4 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i l a m a n y a r u a n g t u n g g u 

p a s i e n d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s 

m e n u n j u k k a n , d u a p u l u b d u a p a s i e n ( 2 2 % ) m e n g a t a k a n t i d a k b a i k , d u a 
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p u l u h p a s i e n ( 2 1 % ) m e n g a t a k a n k u r a n g b a i k . s e p u l u h p a s i e n ( 1 0 % ) 

m e n g a t a k a n c u k u p b a i k , d u a p u l u b p a s i e n ( 2 1 % ) m e n g a t a k a n b a i k d a n 

d u a p u l u b l i m a p a s i e n ( 2 6 % ) m e n g a t a k a n s a n g a t b a i k d i l i h a t . k e d i s i p l i n a n 

p a s i e n d a l a m m e n u n g g u g i l i r i n m e n d a p a t k a n p e l a y a n a n d i P u s k e s m a s 7 

U l u P a l e m b a n g . 

Tabel IV.35 

Tanggapan persepsi mengenai lamanya antri mengambil obat di 
Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 1 0 5 0 1 0 
b a i k 4 4 0 1 6 0 4 1 
C u k u p b a i k 3 2 5 7 5 2 6 
K u r a n g b a i k 2 2 2 4 4 2 3 
T i d a k b a i k 1 0 0 0 

J u m l a 9 7 4 2 4 1 0 0 
R a t a - r a t a s k o r = I F . X = 4 2 4 = 4 . 3 

n 9 7 
S u m b e r : P e n u I i s , 2 0 1 3 

D a r i t a b e l I V . 3 5 d i a t a s m e n u n j u k k a n b a b w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i l a m a n y a a n t r i m e n g a m b i l 

o b a t d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s 

m e n u n j u k k a n , d u a p u l u b d u a p a s i e n ( 2 3 % ) m e n g a t a k a n k u r a n g b a i k , d u a 

p u l u h l i m a p a s i e n ( 2 6 % ) m e n g a t a k a n c u k u p b a i k , e m p a t p u l u h p a s i e n 

( 4 1 % ) m e n g a t a k a n b a i k d a n s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n s a n g a t 

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

P u s k e s m a s 7 U l u P a l e m b a n g . 



79 

Tabel IV.36 
Adapun rekapitulasi tanggapan pasien sebagai responden 

mengenai keadilan mendapatkan pelayanan di Puskesmas 7 Ulu 
Palembang yaitu : 

T a n g g a p a n R a t a - r a t a 

s k o r 

P e r s e n t a s i 

T a n g g a p a n p e r s e p s i m e n g e n a i p e r l a k u a n 
a d i l a t a s p e l a y a n a n d i P u s k e s m a s 7 U l u 
P a l e m b a n g 

3 , 2 6 4 % 

T a n g g a p a n p e r s e p s i m e n g e n a i l a m a n y a 
r u a n g t u n g g u p a s i e n d i P u s k e s m a s 7 U l u 
P a l e m b a n g 

3 , 1 6 2 % 

T a n g g a p a n p e r s e p s i m e n g e n a i l a m a n y a 
a n t r i m e n g a m b i l o b a t d i P u s k e s m a s 7 U l u 
P a l e m b a n g 

4 , 3 8 6 % 

R a t a - r a t a s k o r d a n r a t a - r a t a p e r s e n t a s i 3 , 5 7 0 , 6 % 

S u m b e r : P e n u l i s , 2 0 1 3 

9. Kesopanan dan keramahan petugas 

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

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

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

m e n u r u t G a s p e r s z ( 2 0 0 4 : 2 ) , a t r i b u t a t a u d i m e n s i y a n g h a r u s d i p e r h a t i k a n 

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

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

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

l a i n , p e n u h p e r t i m b a n g a n d a n p e r s a h a b a t a n . S e l a i n i t u , m e n u r u t Z e i t h a m I 

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

( 1 ) A s s u r a n c e y a i t u k e m a m p u a n d a n k e r a m a h a n s e r t a s o p a n s a n u n 

p e g a w a i d a l a m m e y a k i n k a n k e p e r c a y a a n k o n s u m e n , ( 2 ) Emphaty y a i t u 

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

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

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

k o n d i s i p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g y a n g b e r h u b u n g a n 

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

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

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

Tabel IV.37 
Tanggapan persepsi mengenai keramahan dan kesopanan dokter 

terhadap pasien di Puskesmas 7 Ulu Palemabang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 2 0 1 0 0 2 1 
b a i k 4 15 6 0 15 
C u k u p b a i k 3 2 0 6 0 2 1 
K u r a n g b a i k 2 2 5 5 0 2 6 
T i d a k b a i k 1 1 7 1 7 1 7 

J u m l a 9 7 2 8 7 1 0 0 
R a t a - r a t a s k o r = I F . X = 2 8 7 = 2 , 9 

n 9 7 
S u m b e r ; P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 3 5 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . 
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A n a l i s a T a n g g a p a n m e n g e n a i k e r a m a h a n d a n k e s o p a n a n d o k t e r 

t e r h a d a p p a s i e n d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n l a b e l d i a t a s 

m e n u n j u k k a n , t u j u h b e l a s p a s i e n ( 1 7 % ) m e n g a t a k a n t i d a k b a i k , d u a 

p u l u h l i m a p a s i e n ( 2 6 % ) m e n g a t a k a n k u r a n g b a i k . d u a p u l u h p a s i e n 

( 2 1 % ) m e n g a t a k a n c u k u p b a i k , l i m a b e l a s p a s i e n ( 1 5 % ) m e n g a t a k a n b a i k 

d a n d u a p u l u b p a s i e n ( 2 1 % ) m e n g a t a k a n s a n g a t b a i k d i l i b a t . K e r a m a h a n 

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

Tabel IV.38 

Tanggapan persepsi mengenai perhatian dokter terhadap pasien di 
Puskesmas 7 Uiu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 2 0 1 0 0 2 1 
b a i k 4 4 4 1 7 6 4 5 
C u k u p b a i k 3 2 0 6 0 2 1 
K u r a n g b a i k 2 13 2 6 13 
T i d a k b a i k I 0 0 0 

J u m l a h 9 7 3 6 2 1 0 0 
R a t a - r a t a s k o r = I F . X - 3 6 2 - 3 , 7 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 3 8 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i p e r b a t i a n d o k t e r t e r h a d a p 

p a s i e n d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s 

m e n u n j u k k a n , t i g a b e l a s p a s i e n ( 1 3 % ) m e n g a t a k a n k u r a n g b a i k , d u a 

p u l u h p a s i e n ( 4 5 % ) m e n g a t a k a n c u k u p b a i k , e m p a t p u l u h e m p a t p a s i e n 
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( 4 5 % ) m e n g a t a k a n b a i k d a n d u a p u l u h p a s i e n ( 2 1 % ) m e n g a t a k a n s a n g a t 

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

Tabel IV.39 
Tanggapan persepsi mengenai keramahan dan kesopanan perawat 

terhadap pasien di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 15 7 5 15 
b a i k 4 2 0 8 0 2 1 
C u k u p b a i k 3 15 4 5 15 
K u r a n g b a i k 2 4 7 9 4 4 9 
T i d a k b a i k 1 0 0 0 

J u m l a 9 7 2 9 4 1 0 0 
R a t a - r a t a s k o r - I F . X - 2 9 4 - 3 , 0 3 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 3 9 d i a t a s m e n u n j u k k a n b a b w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i k e r a m a h a n d a n k e s o p a n a n 

p e r a w a t t e r b a d a p p a s i e n d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l 

d i a t a s m e n u n j u k k a n , e m p a t p u l u b t u j u h p a s i e n ( 4 9 % ) m e n g a t a k a n k u r a n g 

b a i k , l i m a b e l a s p a s i e n ( 1 5 % ) m e n g a t a k a n c u k u p b a i k , d u a p u l u h p a s i e n 

( 2 1 % ) m e n g a t a k a n b a i k d a n l i m a b e l a s p a s i e n ( 1 5 % ) m e n g a t a k a n s a n g a t 

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

p a s i e n n y a . 
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Tabel IV.40 
Tanggapan persepsi mengenai keramahan dan kesopanan perawat 

terhadap pasien di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 15 7 5 15 
b a i k 4 2 0 8 0 2 1 
C u k u p b a i k 3 15 4 5 15 
K u r a n g b a i k 2 4 7 9 4 4 9 
T i d a k b a i k 1 0 0 0 

J u m l a 1 9 7 2 9 4 1 0 0 
R a t a - r a t a s k o r = I F . X = 2 9 4 = 3 . 0 3 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 4 0 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i k e r a m a h a n d a n k e s o p a n a n 

p e r a w a t t e r b a d a p p a s i e n d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l 

d i a t a s m e n u n j u k k a n , e m p a t p u l u h t u j u b p a s i e n ( 4 9 % ) m e n g a t a k a n k u r a n g 

b a i k , l i m a b e l a s p a s i e n ( 1 5 % ) m e n g a t a k a n c u k u p b a i k , d u a p u l u b p a s i e n 

( 2 1 % ) m e n g a t a k a n b a i k d a n l i m a b e l a s p a s i e n ( 1 5 % ) m e n g a t a k a n s a n g a t 

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

p a s i e n n y a . 
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Tabel IV.41 
Tanggapan persepsi mengenai keramahan dan kesopanan bidan 

kepada pasien di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 1 0 5 0 1 0 
b a i k 4 2 5 1 0 0 2 6 
C u k u p b a i k 3 15 4 5 1 6 
K u r a n g b a i k 2 4 7 9 4 4 8 
T i d a k b a i k 1 0 0 0 

J u m l a 9 7 2 8 9 1 0 0 
R a t a - r a t a s k o r = I F . X = 2 8 9 = 2 . 9 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 4 1 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i k e r a m a h a n d a n k e s o p a n a n 

b i d a n t e r h a d a p p a s i e n d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l 

d i a t a s m e n u n j u k k a n , e m p a t p u l u h t u j u h p a s i e n ( 4 9 % ) m e n g a t a k a n k u r a n g 

b a i k , l i m a b e l a s p a s i e n ( 1 5 % ) m e n g a t a k a n c u k u p b a i k , d u a p u l u b l i m a 

p a s i e n ( 2 6 % ) m e n g a t a k a n b a i k d a n s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n 

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

t e r b a d a p p a s i e n n y a . 
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Tabel IV.42 
Adapun rekapitulasi tanggapan pasien sebagai responden mengenai 
kesopanan dan keramahan petugas pelayanan di Puskesmas 7 Ulu 

Palembang yaitu : 

T a n g g a p a n R a t a - r a t a 

s k o r 

P e r s e n t a s i 

T a n g g a p a n p e r s e p s i m e n g e n a i k e r a m a h a n 
d a n k e s o p a n a n d o k t e r t e r h a d a p p a s i e n d i 
P u s k e s m a s 7 U l u P a l e m a b a n g 

2 , 9 5 8 % 

T a n g g a p a n p e r s e p s i m e n g e n a i k e r a m a h a n 
d a n k e s o p a n a n p e r a w a t t e r h a d a p 
p a s i e n d i P u s k e s m a s 7 U l u P a l e m b a n g 

3 , 7 7 4 % 

I a n g g a p a n p e r s e p s i m e n g e n a i k e r a m a h a n 
d a n k e s o p a n a n b i d a n t e r b a d a p a p a s i e n d i 
P u s k e s m a s 7 U l u P a l e m b a n g 

3 , 0 3 6 1 % 

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

3 , 0 3 6 4 , 3 % 

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

2 , 9 5 8 % 

R a t a - r a t a 3 , 1 6 3 % 

S u m b e r : P e n u l i s , 2 0 1 3 

10. Kewajaran Biaya Pelayanan, 

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

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

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

( 2 0 0 0 : 3 1 ) m e n y e b u t k a n b a b w a u n t u k m e n i l a i p e l a y a n a n p u b l i k y a n g 
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b e r k u a l i t a s d a p a t d i g u n a k a n k r i t e r i a - k r i t e r i a a n t a r a I a i n ( 1 ) E k o n o m i s 

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

m e m p e r h a t i k a n . K e m u d i a n T j i p t o n o ( 2 0 0 2 : 1 4 ) m e n g e m u k a k a n b e b e r a p a 

u n s u r u n t u k m e n i l a i k u a l i t a s j a s a y a n g a n t a r a l a i n ( 1 ) R e p u t a t i o n a n d 

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

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

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

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

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

k o n d i s i p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g y a n g b e r h u b u n g a n 

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

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

p a d a t a b e l d i b a w a h i n i : 

Tabel IV.43 
Tanggapan persepsi mengenai biaya yang di keluarkan untuk 

administrasi di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 1 0 5 0 1 0 
b a i k 4 4 5 1 8 0 4 6 
C u k u p b a i k 3 4 2 1 2 6 4 4 
K u r a n g b a i k 2 0 0 0 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 5 6 1 0 0 
R a t a - r a t a s k o r - I F . X - 3 5 6 = 3 , 7 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 4 3 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

s e d a n g k a n % d i p e r o l e h d a r i b a s i l b a g i a n t a r a F ( f r e k u e n s i ) d e n g a n j u m l a h 
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( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i b i a y a y a n g d i k e l u a r k a n 

u n t u k a d m i n i s t r a s i d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i 

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

, e m p a t p u l u h l i m a p a s i e n ( 4 6 % ) m e n g a t a k a n b a i k d a n s e p u l u h p a s i e n 

( 1 0 % ) m e n g a t a k a n s a n g a t b a i k d i l i h a t . D a r i b i a y a y a n g k e l u a r k a n p a s i e n 

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

Tabel IV.44 
Tanggapan persepsi mengenai kewajaran biaya untuk obat-

obatan di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 0 0 0 
b a i k 4 4 0 1 6 0 4 1 
C u k u p b a i k 3 2 5 7 5 2 6 
K u r a n g b a i k 2 3 2 6 4 3 3 
T i d a k b a i k 1 0 0 0 

J u m l a 9 7 2 9 9 1 0 0 
R a t a - r a t a s k o r - I F . X - 2 9 9 - 3 , 0 8 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 4 4 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i b i a y a y a n g d i k e l u a r k a n u n t u k 

a d m i n i s t r a s i d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s 

m e n u n j u k k a n , t i g a p u l u h d u a p a s i e n ( 3 3 % ) m e n g a t a k a n k u r a n g b a i k , d u a 

p u l u b l i m a p a s i e n ( 2 6 % ) m e n g a t a k a n c u k u p b a i k d a n e m p a t p u l u b 

p a s i e n ( 4 1 % ) m e n g a t a k a n b a i k d i l i h a t . D a r i b i a y a y a n g k e l u a r k a n p a s i e n 

u n t u k b i a y a a d s m i n i s t r a s i s e s u a i d e n g a n p e l a y a n a n y a n g b a i k . 
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Tabel IV.45 
Tanggapan persepsi mengenai kewajaran biaya untuk 
adsministrasi di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 0 0 0 
b a i k 4 4 5 1 8 0 4 6 
C u k u p b a i k 3 4 0 1 2 0 4 1 
K u r a n g b a i k 2 1 2 2 4 13 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 2 4 1 0 0 
R a t a - r a t a s k o r = I F . X - 3 2 4 = 3 , 3 4 

n 9 7 
S u m b e r ; P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 4 5 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i k e w a j a r a n b i a y a u n t u k 

a d s m i n i s t r a s i d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s 

m e n u n j u k k a n , d u a b e l a s p a s i e n ( 1 3 % ) m e n g a t a k a n k u r a n g b a i k , e m p a t 

p u l u b p a s i e n ( 4 1 % ) m e n g a t a k a n c u k u p b a i k d a n e m p a t p u l u h l i m a 

p a s i e n ( 4 6 % ) m e n g a t a k a n b a i k d i l i b a t . D a r i b i a y a y a n g k e l u a r k a n p a s i e n 

u n t u k b i a y a a d s m i n i s t r a s i s e s u a i d e n g a n p e l a y a n a n y a n g d i t e r i m a . 
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Tabel IV.46 
Adapun rekapitulasi tanggapan pasien sebagai responden mengenai 
kewajaran biaya pelayanan di Puskesmas 7 Ulu Palembang yaitu : 

T a n g g a p a n R a t a - r a t a 

s k o r 

P e r s e n t a s i 

T a n g g a p a n p e r s e p s i m e n g e n a i b i a y a y a n g 
d i k e l u a r k a n u n t u k a d m i n i s t r a s i d i 
P u s k e s m a s 7 U l u P a l e m b a n g 

3 , 7 7 4 % 

T a n g g a p a n p e r s e p s i m e n g e n a i k e w a j a r a n 
b i a y a u n t u k o b a t - o b a t a n d i P u s k e s m a s 7 
U l u P a l e m b a n g 

3 , 0 8 6 1 % 

T a n g g a p a n p e r s e p s i m e n g e n a i k e w a j a r a n 
b i a y a u n t u k a d s m i n i s t r a s i d i P u s k e s m a s 7 
U l u P a l e m b a n g 

3 , 3 4 6 7 % 

R a t a - r a t a s k o r d a n r a t a - r a t a p e r s e n t a s i 3 , 3 7 6 7 , 3 % 

S u m b e r : P e n u l i s , 2 0 1 3 

11. Kepastian Biaya Pelayanan 

K e p a s t i a n b i a y a p e l a y a n a n y a i t u K e s e s u a i a n a n t a r a b i a y a y a n g 

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

a t a s , d a l a m p e l a y a n a n p r i m a s e p e r t i y a n g d i k u t i p W a r e l l a ( 2 0 0 4 : 3 1 ) 

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

d a p a t d i g u n a k a n k r i t e r i a k r i t e r i a a n t a r a l a i n ( 1 ) K e j e l a s a n d a n k e p a s t i a n 

m e n g e n a i r i n c i a n b i a y a / t a r i f p e l a y a n a n d a n t a t a c a r a p e m b a y a r a n n y a , ( 2 ) 

K e t e r b u k a a n m e n g e n a i r i n c i a n b i a y a / t a r i f T p e l a y a n a n . 
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B e r d a s a r k a n d a t a h a s i l p e n e l i t i a n d a n s e t e l a h d i l a k u k a n t a b u l a s i d a t a 

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

k o n d i s i p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g y a n g b e r h u b u n g a n 

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

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

p a d a t a b e l d i b a w a h i n i : 

Tabel IV.47 
Tanggapan persepsi mengenai biaya yang di keluarkan untuk 

administrasi di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 1 0 5 0 1 0 
b a i k 4 4 0 1 6 0 4 1 
C u k u p b a i k 3 4 0 1 2 0 4 1 
K u r a n g b a i k 2 7 1 4 8 
T i d a k b a i k 1 0 0 0 

J u m a h 9 7 3 4 4 1 0 0 
R a t a - r a t a s k o r = I F . X = 3 4 4 = 3 . 5 4 

n 9 7 
S u m b e r ; P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 4 7 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i b i a y a y a n g d i k e l u a r k a n 

u n t u k a d m i n i s t r a s i d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i 

a t a s m e n u n j u k k a n , t u j u h p a s i e n ( 8 % ) m e n g a t a k a n k u r a n g b a i k . e m p a t 

p u l u h p a s i e n ( 4 1 % ) m e n g a t a k a n c u k u p b a i k , e m p a t p u l u h p a s i e n ( 4 1 % ) 

m e n g a t a k a n b a i k d a n s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n s a n g a t b a i k 

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

d e n g a n p e l a y a n a n y a n g d i t e r i m a . 
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Tabel IV.48 
Tanggapan persepsi mengenai jumlah biaya yang di keluarkan 

untuk obat-obatan di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 2 5 1 2 5 2 6 
b a i k 4 4 0 1 6 0 4 1 
C u k u p b a i k 3 3 2 9 6 3 3 
K u r a n g b a i k 2 0 0 0 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 8 1 1 0 0 
R a t a - r a t a s k o r - I F . X = 3 8 1 = 3 , 9 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 4 8 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i b i a y a y a n g d i k e l u a r k a n 

u n t u k a d m i n i s t r a s i d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i 

a t a s m e n u n j u k k a n , t i g a p u l u h d u a p a s i e n ( 3 3 % ) m e n g a t a k a n e u k u p b a i k 

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

( 2 6 % ) m e n g a t a k a n s a n g a t b a i k d i l i h a t . D a r i b i a y a y a n g k e l u a r k a n 

p a s i e n u n t u k b i a y a o b a t - o b a t a n d i P u s k e s m a s 7 U l u P a l e m b a n g . . 
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Tabel rV.49 
Tanggapan persepsi mengenai biaya pelayanan medis di 

Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 0 0 0 
b a i k 4 2 5 1 0 0 2 6 
C u k u p b a i k 3 4 0 1 2 0 4 1 
K u r a n g b a i k 2 2 0 4 0 2 1 
T i d a k b a i k 1 1 2 1 2 1 2 

J u m a h 9 7 2 7 2 1 0 0 
R a t a - r a t a s k o r - I F . X = 2 7 2 - 2 . 8 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l 1 V . 4 9 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i b i a y a p e l a y a n a n m e d i s d i 

P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s m e n u n j u k k a n , d u a 

b e l a s p a s i e n ( 1 2 % ) m e n g a t a k a n t i d a k b a i k , d u a p u l u h p a s i e n ( 2 1 % ) 

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

b a i k , d a n d u a p u l u h l i m a p a s i e n ( 2 6 % ) m e n g a t a k a n b a i k d i l i h a t . D a r i 

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

d i P u s k e s m a s 7 U l u P a l e m b a n g . . 
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Tabel IV.SO 
Tanggapan persepsi mengenai keterjangkauan biaya 
pengobatan di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 1 0 5 0 1 0 
b a i k 4 4 0 1 6 0 4 1 
C u k u p b a i k 3 4 0 1 2 0 4 1 
K u r a n g b a i k 2 7 1 4 8 
T i d a k b a i k 1 0 0 0 

J u m a h 9 7 3 4 4 1 0 0 
R a t a - r a t a s k o r - I F . X = 3 4 4 - 3 , 5 4 

n 9 7 
S u m b e r ; P e n u l i s , 2 0 1 3 

D a r i t a b e l 1 V . 5 0 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i b i a y a y a n g d i k e l u a r k a n 

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

a t a s m e n u n j u k k a n , t u j u h p a s i e n ( 8 % ) m e n g a t a k a n k u r a n g b a i k , e m p a t 

p u l u h p a s i e n ( 4 1 % ) m e n g a t a k a n c u k u p b a i k , e m p a t p u l u h p a s i e n ( 4 1 % ) 

m e n g a t a k a n b a i k d a n s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n s a n g a t b a i k 

d i l i h a t . P a r i b i a y a y a n g d i k e l u a r k a n p a s i e n u n t u k b i a y a p e n g o b a t a n . 
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Tabel IV.51 
Adapun rekapitulasi tanggapan pasien sebagai responden mengenai 
kepastian biaya pelayanan di Puskesmas 7 Ulu Palembang yaitu : 

T a n g g a p a n R a t a - r a t a 

s k o r 

P e r s e n t a s i 

T a n g g a p a n p e r s e p s i m e n g e n a i b i a y a y a n g 
d i k e l u a r k a n u n t u k a d m i n i s t r a s i d i 
P u s k e s m a s 7 U l u P a l e m b a n g 

3 , 5 4 7 1 % 

T a n g g a p a n p e r s e p s i m e n g e n a i j u m l a h 
b i a y a y a n g d i k e l u a r k a u n t u k o b a t - o b a t a n 
d i P u s k e s m a s 7 U l u P a l e m b a n g 

3 , 9 - T O O / 

7 8 % 

T a n g g a p a n p e r s e p s i m e n g e n a i b i a y a 
p e l a y a n a n m e d i s d i P u s k e s m a s 7 U l u 
P a l e m b a n g 

2 , 8 5 6 % 

T a n g g a p a n p e r s e p s i m e n g e n a i 
k e t e r j a n g k a u a n b i a y a p e n g o b a t a n d i 
P u s k e s m a s 7 U l u P a l e m b a n g 

3 , 5 7 0 % 

R a t a - r a t a s k o r d a n r a t a - r a t a p e r s e n t a s i 3 , 4 6 8 , 7 % 

S u m b e r ; P e n u l i s , 2 0 1 3 

12. Keamanan Pelayanan 

K e a m a n a n p e l a y a n a n y a i i t u T e r j a m i n n n y a t i n g k a t k e a m a n a n 

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

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

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

S e h u b u n g a n d e n g a n h a l d i a t a s , m e n u r u t M o r g a n d a n M u r g a t r o y d ( 2 0 0 4 ) 

m e n g e m u k a k a n b e b e r a p a k r i t e r i a p e r s e p s i p e l a n g g 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 a n t a r a l a i n ( 1 ) Security y a i t u b e b a s d a r i r e s i k o , b a h a y a d a n 
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k e r a g u - r a g u a n . K e m u d i a n C a r l s o n d a n S c h w a r t z ( 2 0 0 3 : 6 1 ) m e n y a t a k a n 

b a h w a u k u r a n k o m p r e h e n s i f u n t u k servqual s e k t o r p u b l i k a n t a r a l a i n ( 1 ) 

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

m a s y a r a k a t M e r a s a a m a n d a n y a k i n k e t i k a m e n e r i m a n y a . S e l a i n i t u , d a l a m 

p e l a y a n a n p r i m a s e p e r t i y a n g d i k u t i p W a r e l l a ( 2 0 0 4 : 3 1 ) m e n y e b u t k a n 

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

k r i t e r i a - k r i t e r i a a n t a r a l a i n ( 1 ) K e a m a n a n y a i t u p r o s e s s e r t a h a s i l 

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

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

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

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

k o n d i s i p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g y a n g b e r h u b u n g a n 

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

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

t a b e l d i b a w a h i n i . 

Tabel IV.52 
Tanggapan mengenai persepsi keamanan pelayanan 

Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 5 2 5 5 
b a i k 4 1 0 4 0 1 0 
C u k u p b a i k 3 5 0 1 5 0 5 1 
K u r a n g b a i k 2 3 2 6 4 3 3 
T i d a k b a i k 1 0 0 0 

J u m l a 9 7 2 7 9 1 0 0 
R a t a - r a t a s k o r - I F . X - 2 7 9 - 2 . 8 2 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 
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D a r i t a b e l I V . 5 2 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i p e r s e p s i k e a m a n a n 

p e l a y a n a n P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s 

m e n u n j u k k a n , l i m a p a s i a n ( 5 % ) m e n g a t a k a n s a n g a t b a i k , s e p u l u h p a s i e n 

( 1 0 % ) m e n g a t a k a n b a i k , d u a p a s i e n ( 1 0 % ) m e n g a t a k a n k u r a n g b a i k , l i m a 

p u l u h p a s i e n ( 5 0 % ) m e n g a t a k a n c u k u p b a i k , e m p a t p a s i e n ( 2 0 % ) 

m e n g a t a k a n b a i k d a n t i g a p u l u h d u a p a s i e n ( 3 2 % ) m e n g a t a k a n k u r a n g 

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

Tabel IV.53 
Tanggapan persepsi mengenai fasilitas keamanan pelayanan 

di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 2 0 1 0 0 2 1 
b a i k 4 15 6 0 15 
C u k u p b a i k 3 2 3 6 9 2 4 
K u r a n g b a i k 2 3 9 7 8 4 0 
T i d a k b a i k I 0 0 0 

J u m l a h 9 7 3 0 7 1 0 0 
R a t a - r a t a s k o r = I F . X = 3 0 7 = 3 . 1 6 

n 9 7 
S u m b e r ; P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 5 3 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % A n a l i s a T a n g g a p a n m e n g e n a i f a s i l i t a s k e a m a n a n p e l a y a n a n 

d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s m e n u n j u k k a n , 

d e l a p a n p a s i e n ( 4 0 % ) m e n g a t a k a n k u r a n g b a i k , l i m a p a s i e n ( 2 5 % ) 
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m e n g a t a k a n c u k u p b a i k , t i g a p a s i e n ( 1 5 % ) m e n g a t a k a n b a i k d a n e m p a t 

p a s i e n ( 2 0 % ) m e n g a t a k a n s a n g a t b a i k d i l i h a t . A d a n y a t e m p a t p a r k i r y a n g 

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

Tabel IV.54 
Tanggapan persepsi mengenai fasilitas parkir di Puskesmas 7 Ulu 

Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 2 5 1 2 5 2 5 
b a i k 4 2 0 8 0 2 1 
C u k u p b a i k 3 1 0 3 0 1 0 
K u r a n g b a i k 2 2 0 4 0 2 1 
T i d a k b a i k 1 2 2 2 2 2 3 

J u m l a 9 7 2 9 7 1 0 0 
R a t a - r a t a s k o r - I F . X - 2 9 7 - 3 , 1 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 5 4 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i f a s i l i t a s p a r k i r d i P u s k e s m a s 

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

p a s i e n ( 2 3 % ) m e n g a t a k a n k u r a n g b a i k , s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n 

c u k u p b a i k , d u a p u l u h p a s i e n ( 2 1 % ) m e n g a t a k a n b a i k d a n d u a p u l u h l i m a 

p a s i e n ( 2 5 % ) m e n g a t a k a n s a n g a t b a i k d i l i h a t . D a r i a d a n y a t e m p a t p a r k i r 

y a n g c u k u p m e m a d a i . 
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Tabel rv.55 
Adapun rekapitulasi tanggapan pasien sebagai responden mengenai 

keamanan pelayanan di Puskesmas 7 Ulu Palembang yaitu : 

T a n g g a p a n R a t a - r a t a 

s k o r 

P e r s e n t a s i 

T a n g g a p a n m e n g e n a i p e r s e p s i k e a m a n a n 
p e l a y a n a n P u s k e s m a s 7 u l u P a l e m b a n g 

2 , 8 5 6 % 

T a n g g a p a n p e r s e p s i m e n g e n a i f a s i l i t a s 
k e a m a n a n p e l a y a n a n d i P u s k e s m a s 7 U l u 
P a l e m b a n g 

2 , 9 5 8 % 

T a n g g a p a n p e r s e p s i m e n g e n a i f a s i l i t a s 
p a r k i r d i P u s k e s m a s 7 U l u P a l e m b a n g 

3 , 1 6 2 % 

R a t a - r a t a s k o r d a n r a t a - r a t a p e r s e n t a s i 2 , 9 5 8 , 6 % 

S u m b e r : P e n u l i s , 2 0 1 3 

13. Kepastian Jadwal Pelayanan 

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

a t a s , d a l a m p e l a y a n a n p r i m a s e p e r t i y a n g d i k u t i p W a r e l l a ( 2 0 0 2 : 3 1 ) 

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

d a p a t d i g u n a k a n k r i t e r i a - k r i t e r i a a n t a r a l a i n ( 1 ) K e j e l a s a n d a n k e p a s t i a n 

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

C a r l s o n d a n S c h w a r t z ( d a l a m d e n h a r d t , 2 0 0 3 : 6 1 ) m e n y a t a k a n b a h w a 

u k u r a n k o m p r e h e n s i f u n t u k servqual s e k t o r p u b l i k a n t a r a l a i n ( I ) Reability 

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

s e c a r a b e n a r d a n t e p a t w a k t u . 
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B e r d a s a r k a n d a t a h a s i l p e n e l i t i a n d a n s e t e l a h d i l a k u k a n t a b u l a s i d a t a 

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

k o n d i s i p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g y a n g b e r h u b u n g a n 

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

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

p a d a t a b e l d i b a w a h i n i : 

Tabel IV.56 
Tanggapan persepsi mengenai waktu tunggu pasien 

di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 0 0 0 
b a i k 4 15 6 0 15 
C u k u p b a i k 3 2 0 6 0 2 1 
K u r a n g b a i k 2 3 6 7 2 3 7 
T i d a k b a i k 1 2 6 7 2 7 

J u m l a 1 9 7 1 9 2 1 0 0 
R a t a - r a t a s k o r - I F . X = 1 9 2 - 1.9 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 5 6 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

s e d a n g k a n % d i p e r o l e h d a r i h a s i l b a g i a n t a r a F ( T r e k u e n s i ) d e n g a n j u m l a h 

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i w a k t u t u n g g u p a s i e n d i 

P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s m e n u n j u k k a n , d u a 

p u l u h e n a m p a s i e n ( 2 7 % ) p a s i e n m e n g a t a k a n t i d a k b a i k , t i g a p u l u h e n a m 

p a s i e n ( 3 7 % ) m e n g a t a k a n k u r a n g b a i k , d u a p u l u h p a s i e n ( 2 i y o ) 

m e n g a t a k a n c u k u p b a i k , d a n l i m a b e l a s p a s i e n ( 1 5 % ) m e n g a t a k a n b a i k d i 

l i h a t . D a r i w a k t u t u n g g u p a s i e n s e s a i t i d a k n y a b a t a s w a k t u 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 u s k e s m a s t e r s e b u t . 
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Tabel I V . 5 7 
Tanggapan persepsi mengenai ketepatan dokter di Puskesmas 

7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 2 0 1 0 0 2 1 
b a i k 4 2 0 8 0 2 1 
C u k u p b a i k 3 4 0 1 2 0 4 1 
K u r a n g b a i k 2 1 7 3 2 1 7 
T i d a k b a i k 1 0 0 0 

J u m l a 1 9 7 3 3 2 1 0 0 
R a t a - r a t a s k o r - I F . X - 3 3 2 = 3 . 4 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 5 7 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i k e t e p a t a n d o k t e r d i 

P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s m e n u n j u k k a n , t u j u h 

b e l a s p a s i e n ( 1 7 % ) m e n g a t a k a n k u r a n g b a i k , e m p a t p u l u h p a s i e n ( 4 1 % ) 

m e n g a t a k a n c u k u p b a i k , d u a p u l u h p a s i c n ( 2 1 % ) m e n g a t a k a n b a i k d a n d u a 

p u l u h p a s i e n ( 2 1 % ) m e n g a t a k a n s a n g a t b a i k d i l i h a t . D a r i k e t e p a t a n 

d o k t e r d a l a m m e l a y a n i p a s i e n y a . . 
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Tabel IV.58 
Tanggapan persepsi mengenai ketepatan jam kerja petugas 

di Puskesmas 7 Ulu Palembang 

Tanggapan S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 2 0 1 0 0 2 1 
b a i k 4 2 0 8 0 2 1 
C u k u p b a i k 3 4 0 1 2 0 4 0 
K u r a n g b a i k 2 1 7 3 2 1 8 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 3 2 1 0 0 
R a t a - r a t a s k o r - I F . X = 3 3 2 = 3 . 4 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 5 8 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . T a n g g a p a n m e n g e n a i k e t e p a t a n j a m k e r j a p e t u g a s d i 

P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s m e n u n j u k k a n , t u j u h 

b e l a s p a s i e n ( 1 8 % ) m e n g a t a k a n k u r a n g b a i k , e m p a t p u l u h p a s i e n ( 4 0 % ) 

m e n g a t a k a n c u k u p b a i k , d u a p u l u h p a s i e n ( 2 1 % ) m e n g a t a k a n b a i k d a n 

d u a p u l u h p a s i e n ( 2 1 % ) m e n g a t a k a n s a n g a t b a i k d i l i h a t . D a r i k e t e p a t a n 

j a m k e r j a p e t u g a s P u s k e s m a s d a l a m w a k t u j a m k e r j a n y a . 
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Tabel IV.59 
Adapun rekapitulasi tanggapan pasien sebagai responden mengenai 
kepastian jadwal pelayanan di Puskesmas 7 Ulu Palembang yaitu : 

T a n g g a p a n R a t a - r a t a 

s k o r 

P e r s e n t a s i 

T a n g g a p a n p e r s e p s i m e n g e n a i w a k t u 
t u n g g u p a s i e n d i P u s k e s m a s 7 U l u 
P a l e m b a n g 

1,9 3 8 % 

T a n g g a p a n p e r s e p s i m e n g e n a i k e t e p a t a n 
d o k t e r d i P u s k e s m a s 7 U l u P a l e m b a n g 

3 , 4 6 8 % 

T a n g g a p a n p e r s e p s i m e n g e n a i k e t e p a t a n 
j a m k e r j a p e t u g a s d i P u s k e s m a s 7 U l u 
P a l e m b a n g 

3 , 4 6 8 % 

R a t a - r a t a s k o r d a n r a t a - r a t a p e r s e n t a s i 2 , 9 5 8 % 

S u m b e r : P e n u l i s , 2 0 1 3 

14. Kenyamanan Lingkungan 

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

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

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

m e n u r u t G a s p e r s z ( 2 0 0 5 : 2 ) , a t r i b u t a t a u d i m e n s i y a n g h a r u s d i p e r h a t i k a n 

d a l a m p e r b a i k a n k u a l i t a s p e l a y a n a n a n t a r a l a i n ( 1 ) K e n y a m a n a n d a l a m 

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

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

( 2 ) A t r i b u t p e n d u k u n g p e l a y a n a n 1 l a i n n y a y a n g b e r k a i t a n d e n g a n 

l i n g k u n g a n , k e b e r s i h a n , r u a n g t u n g g u , f a s i l i t a s m u s i k d a n I a i n - l a i n . 
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K e m u d i a n m e n u r u t Z e i t h a m I d k k s a l a h s a t u d i m e n s i u n t u k m e n g u k u r 

k e p u a s a n p e l a n g g a n a n t a r a l a i n ( 1 ) Tangibles y a i t u y a n g b e r u p a s a r a n a 

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

i n f o r m a s i d a n I a i n - l a i n . S e l a n j u t n y a d i d a l a m p e l a y a n a n p r i m a s e p e r t i y a n g 

d i k u t i p W a r e l l a ( 2 0 0 2 : 3 1 ) m e n y e b u t k a n b a h w a u n t u k m e n i l a i p e l a y a n a n 

p u b l i k y a n g b e r k u a l i t a s d a p a t d i g u n a k a n k r i t e r i a - k r i t e r i a a n t a r a I a i n ( 1 ) 

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

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

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

k o n d i s i p e l a y a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g y a n g b e r h u b u n g a n 

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

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

p a d a t a b e l d i b a w a h i n i : 

Tabel TV.60 
Tanggapan mengenai persepsi penerangan ruangan 

Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 5 2 5 5 
b a i k 4 1 0 4 0 1 0 
C u k u p b a i k 3 5 0 1 5 0 5 1 
K u r a n g b a i k 2 3 2 6 4 3 3 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 2 7 9 1 0 0 
R a t a - r a t a s k o r - I F . X - 2 7 9 = 2 , 8 2 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 6 0 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

s e d a n g k a n % d i p e r o l e h d a r i h a s i l b a g i a n t a r a F ( f r e k u e n s i ) d e n g a n j u m l a h 
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( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i p e r s e p s i p e n e r a n g a n r u a n g a n 

P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n l a b e l d i a t a s m e n u n j u k k a n , l i m a 

p a s i a n ( 5 % ) m e n g a t a k a n s a n g a t b a i k . s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n 

b a i k , d u a p a s i e n ( 1 0 % ) m e n g a t a k a n k u r a n g b a i k , l i m a p u l u h p a s i e n ( 5 0 % ) 

m e n g a t a k a n c u k u p b a i k , e m p a t p a s i e n ( 2 0 % ) m e n g a t a k a n b a i k d a n t i g a 

p u l u h d u a p a s i e n ( 3 2 % ) m e n g a t a k a n k u r a n g b a i k d i l i h a t . D a r i a d a n y a 

p e n e r a n g a n y a n g c u k u p m e m a d a i d i P u s k e s m a s 7 U l u P a l e m b a n g . 

Tabel IV.6I 
Tanggapan persepsi mengenai ventilasi udara 

di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 2 0 1 0 0 2 1 
b a i k 4 15 6 0 15 
C u k u p b a i k 3 2 3 6 9 2 4 
K u r a n g b a i k 2 3 9 7 8 4 0 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 0 7 1 0 0 
R a t a - r a t a s k o r - I F . X = 3 0 7 - 3 , 1 6 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 6 I d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % A n a l i s a T a n g g a p a n m e n g e n a i v e n t i l a s i u d a r a d i P u s k e s m a s 

7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s m e n u n j u k k a n , d e l a p a n p a s i e n 

( 4 0 % ) m e n g a t a k a n k u r a n g b a i k , l i m a p a s i e n ( 2 5 % ) m e n g a t a k a n c u k u p 

b a i k . t i g a p a s i e n ( 1 5 % ) m e n g a t a k a n b a i k d a n e m p a t p a s i e n ( 2 0 % ) 

m e n g a t a k a n s a n g a t b a i k d i l i h a t . A d a n y a v e n t i l a s i u d a r a d i P u s k e s m a s 7 

U l u P a l e m b a n g . 
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Tabel IV.62 
Tanggapan persepsi mengenai ketersediaan kamar mandi dan WC 

di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 2 5 1 2 5 2 5 
b a i k 4 2 0 8 0 2 1 
C u k u p b a i k 3 1 0 3 0 1 0 
K u r a n g b a i k 2 2 0 4 0 2 1 
T i d a k b a i k 1 2 2 2 2 2 3 

J u m l a 1 9 7 2 9 7 1 0 0 
R a t a - r a t a s k o r = I F . X - 2 9 7 - 3 . 1 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 6 2 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i k e t e r s e d i a a n k a m a r m a n d i 

d a n W C d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s 

m e n u n j u k k a n , d u a p u l u b d u a p a s i e n ( 2 3 % ) m e n g a t a k a n k u r a n g b a i k , 

s e p u l u h p a s i e n ( 1 0 % ) m e n g a t a k a n c u k u p b a i k , d u a p u l u b p a s i e n ( 2 1 % ) 

m e n g a t a k a n b a i k d a n d u a p u l u h l i m a p a s i e n ( 2 5 % ) m e n g a t a k a n s a n g a t 

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

p a r a p a s i e n . . 
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Tabel IV.63 
Tanggapan mengenai ketersediaan air di kamar mandi 

dan WC Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 5 2 5 5 
b a i k 4 1 0 4 0 1 0 
C u k u p b a i k 3 5 0 1 5 0 5 1 
K u r a n g b a i k 2 3 2 6 4 3 3 
T i d a k b a i k 1 0 0 0 

J u m l a 1 9 7 2 7 9 1 0 0 
R a t a - r a t a s k o r - I F . X - 2 7 9 = 2 . 8 2 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 6 3 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . A n a l i s a T a n g g a p a n m e n g e n a i p e r s e p s i k e t e r s e d i a a n a i r d i 

k a m a r m a n d i d a n W C d i P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i 

a t a s m e n u n j u k k a n , l i m a p a s i a n ( 5 % ) m e n g a t a k a n s a n g a t b a i k , s e p u l u h 

p a s i e n ( 1 0 % ) m e n g a t a k a n b a i k , d u a p a s i e n ( 1 0 % ) m e n g a t a k a n k u r a n g 

b a i k , l i m a p u l u b p a s i e n ( 5 0 % ) m e n g a t a k a n c u k u p b a i k , e m p a t p a s i e n 

( 2 0 % ) m e n g a t a k a n b a i k d a n t i g a p u l u h d u a p a s i e n ( 3 2 % ) m e n g a t a k a n 

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

d i P u s k e s m a s 7 U l u P a l e m b a n g . 
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Tabel IV.64 
Tanggapan persepsi mengenai kebersihan kamar mandi dan 

WC di Puskesmas 7 Ulu Palembang 

T a n g g a p a n S k o r ( x ) F F . X P e r s e n ( % ) 
S a n g a t b a i k 5 2 0 1 0 0 2 1 
b a i k 4 2 0 8 0 2 1 
C u k u p b a i k 3 4 0 1 2 0 4 0 
K u r a n g b a i k 2 1 7 3 2 1 8 
T i d a k b a i k 1 0 0 0 

J u m l a h 9 7 3 3 2 1 0 0 
R a t a - r a t a s k o r - I F . X - 3 3 2 = 3 , 4 

n 9 7 
S u m b e r : P e n u l i s , 2 0 1 3 

D a r i t a b e l I V . 6 4 d i a t a s m e n u n j u k k a n b a h w a F ( F r e k u e n s i ) 

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

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

( n ) k a l i 1 0 0 % . 

T a n g g a p a n m e n g e n a i k e b e r s i h a n k a m a r m a n d i d a n W C d i 

P u s k e s m a s 7 U l u P a l e m b a n g b e r d a s a r k a n t a b e l d i a t a s m e n u n j u k k a n , t u j u b 

b e l a s p a s i e n ( 1 8 % ) m e n g a t a k a n k u r a n g b a i k , e m p a t p u l u h p a s i e n ( 4 0 % ) 

m e n g a t a k a n c u k u p b a i k , d u a p u l u b p a s i e n ( 2 1 % ) m e n g a t a k a n b a i k d a n 

d u a p u l u h p a s i e n ( 2 1 % ) m e n g a t a k a n s a n g a t b a i k d i l i b a t . D a r i k e b e r s i h a n 

k a m a r m a n d i d a n W C d i P u s k e s m a s 7 U l u P a l e m b a n g . 
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Tabel IV.65 
Adapun rekapitulasi tanggapan pasien sebagai responden mengenai 

kenyamanan lingkungan di Puskesmas 7 Ulu Palembang yaitu : 

T a n g g a p a n R a t a - r a t a 

s k o r 

P e r s e n t a s i 

T a n g g a p a n m e n g e n a i p e r s e p s i k e a m a n a n 
p e l a y a n a n P u s k e s m a s 7 U l u P a l e m b a n g 

2 , 8 5 6 % 

T a n g g a p a n p e r s e p s i m e n g e n a i f a s i l i t a s 
k e a m a n a n p e l a y a n a n d i P u s k e s m a s 7 U l u 
P a l e m b a n g 

2 , 8 5 8 % 

T a n g g a p a n p e r s e p s i m e n g e n a i f a s i l i t a s 
p a r k i r d i P u s k e s m a s 7 U l u P a l e m b a n g 

3 , 1 6 2 % 

T a n n g a p a n m e n g e n a i k e t e r s e d i a a n a i r d i 
d a l a m k a m a r m a n d i d a n W C 

2 , 8 5 6 % 

T a n g g a p a n m e n g e n a i k e b e r s i h a n k a m a r 
m a n d i d a n W C 

3 , 4 6 8 

R a t a - r a t a s k o r d a n r a t a - r a t a p e r s e n t a s i 2 , 9 5 8 % 

S u m b e r : P e n u l i s , 2 0 1 3 
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Tabel IV.66 

Kesimpulan Rata-Rata (%) Dari Ke Empat Belas Ukuran Kinerja 

N O D I M E N S I P E L A Y A N A N R A T A -

R A T A 

( % ) 

K A T A G O R I 

1 P r o s e d u r p e l a y a n a n 6 6 , 6 \ M 1 

M e m u a s k a n 

2 P e r s y a r a t a n p e l a y a n a n 6 3 M e m u a s k a n 

3 K e j e l a s a n p e t u g a s p e l a y a n a n 6 1 , 3 m e m u a s k a n 

4 K e d i s i p l i n a n p e t u g a s p e l a y a n a n 7 0 , 6 M e m u a s k a n 

5 '~%7 " L i 

T a n g g u n g j a w a b p e t u g a s 6 9 , 3 M e m u a s k a n 

6 K e m a m p u a a n p e t u g a s p e l a y a n a n 7 4 , 5 M e m u a s k a n 

7 ty A. 1 

K e c e p a t a n p e l a y a n a n 4 2 K u r a n g m e m u a s k a n 

8 K e a d i l a n m e n d a p a t k a n p e l a y a n a n 7 0 , 6 1 4 1 

M e m u a s k a n 

9 jy J 1 1 i 

K e s o p a n a n d a n k e r a m a h a n p e t u g a s 6 3 k M 1 

M e m u a s k a n 

1 0 K e w a j a r a n b i a y a p e l a y a n a n 6 7 , 3 M e m u a s k a n 

11 K e p a s t i a n b i a y a p e l a y a n a n 6 8 , 7 m e m u a s k a n 

1 2 K e a m a m a n p e l a y a n a n 5 8 , 6 K u r a n g m e m u a s k a n 

13 K e p a s t i a n j a d w a l p e l a y a n a n 5 8 K u r a n g m e m u a s k a n 

1 4 K e n y a m a n a n l i n g k u n g a n 5 8 K u r a n g m e m u a s k a n 

R a t a - r a t a 6 3 , 5 M e m u a s k a n 

S u m b e r : P e n u l i s , 2 0 1 3 
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D a r i t a b e l I V . 6 6 p e n u l i s d a p a t m e n y i m p u l k a n b a h w a d a r i e m p a t 

b e l a s i n d i k a t o r p e n i l a i a n k i n e r j a p e l a y a n a n k e s e h a t a n p a d a P u s k e s m a s 7 

U l u P a l e m b a n g a d a p u n 1 4 i n d i k a t o r p e n i l a i a n k i n e i j a t e r s e b u t : p r o s e d u r 

p e l a y a n a n , p e r s y a r a t a n p e l a y a n a n , k e j e l a s a n p e t u g a s p e l a y a n a n , 

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

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

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

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

p e l a y a n a n , k e n y a m a n a n l i n g k i m g a n . D a r i e m p a t i n d i k a t o r y a n g d i 

s s e b u t k a n p e n u l i s m e m p e r o l e h k e s i m p u l a n b a h w a a d a 4 i n d i k a t o r y a n g 

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

k e c e p a t a n p e l a y a n a n , k e a m a n a n p e l a y a n a n , k e p a s t i a n j a d w a l p e l a y a n a n , 

k e n y a m a n a n l i n g k u n g a n . 

3 . E k o n o m i s 

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

P u s k e s m a s 7 U l u P a l e m b a n g a d a l a h e k o n o m i s . e k o n o m i s a d a l a h 

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

y a n g t e l a h d i t e t a p k a n . p u s k e s m a s 7 U l u P a l e m b a n g a d a l a h k e g i a t a n y a n g 

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

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

d a p a t 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 d i P u s k e s m a s 7 U l u P a l e m b a n g . 



I l l 

J a m k e r j a P u s k e s m a s 7 U l u P a l e m b a n g d i m u l a i p a d a p u k u l 0 8 . 0 0 

s a m p a i d e n g a n p u k u l 1 1 . 0 0 j i k a p a s i e n n y a b a n y a k b i a s a n y a t u t u p p a d a 

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

k e g i a t a n k i n e r j a p e l a y a n a n p a d a P u s k e s m a s 7 U i u P a l e m b a n g s e p e r t i 

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

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

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

P u s k e s m a s 7 U l u P a l e m b a n g . 

1 Upaya kesehatan 

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

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

( 1 ) D a r i p u s k e s m a s k e d e s a / d u s u n / p o s y a n d u / s a s a r a n 

( 2 ) D a r i d e s a k e d u s u n / p o s y a n d u / s a s a r a n 

( 3 ) D a r i d u s u n k e s a s a r a n / p o s y a n d u ( d i l i n g k u n g a n d u s u n 

t e r s e b u t ) 

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

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

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

l a h i r 

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

( u n t u k d e s a t e r p e n c i l / s u l i t d i j a n g k a u ) 

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

u n t u k d e s a t e r p e n c i l / s u l i t d i j a n g k a u ) 



e ) P e m b e l i a n b a h a n P M T p e n y u l u h a n d a n P M T p e m u l i h a n u n t u k 

b a l i t a u s i a 6 - 5 9 b u l a n d e n g a n g i z i k u r a n g 

A d a p u n t a b e l rincian k e g i a t a n d a n a B O K P A D A P u s k e s m a s 7 U l u 

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

Tabel IV.67 
Uraian kegiatan upaya Kesehatan 

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

2 0 1 0 2 0 1 1 
1 B i a y a t r a n s p o r t p o s y a n d u b a l i t a R p . 3 . 9 1 0 . 0 0 0 R p . 1 3 . 3 4 0 . 0 0 0 
z. Diaya i i t u i a p u i l p c i i g d J i i U i l a t l 

v n l / c i n Vf* HiTisic l/pcf»niittin V o X s l i l X C u i l i a d X C d C I i a l a i i 

R p . 1 1 5 . 0 0 0 R p . 6 9 . 0 0 0 

3 B i a y a t r a n s p o r t p e n g a m b i l a n v a k s i n 
Ttl I C t l 1 p i i d l U . 

R p . 0 R p . 6 9 . 0 0 0 

4 B i a y a t r a n s p o r t s u p e r v i s i / b i n t e k k e 
B P S 

R p . 1 . 1 5 0 . 0 0 0 R p . 5 . 0 6 0 . 0 0 0 

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

R p . 4 6 0 . 0 0 0 R p . 5 5 2 . 0 0 0 

6 B i a y a t r a n s p o r t k u n j u n g a n r u m a h 
k e 8 p e n d e r i t a p n e u m o n i 

R p . 2 3 0 . 0 0 0 R p . 1 . 8 4 0 . 0 0 0 

7 B i a y a t r a n s p o r t p e t u g a s p e l a c a k a n 
k u r a n g g i z i 

R p . 4 6 0 . 0 0 0 R p . 1 . 8 4 0 . 0 0 0 

8 B i a y a t r a n s p o r t p e t u g a s p o s y a n d u R p . 0 R p . 1 . 8 4 0 . 0 0 0 
9 B i a y a t r a n s p o r t k u n j u n g a n r u m a h 

p e m a n t a u a n k a s u s l a n s i a r e s t i 
R p . 2 3 0 . 0 0 0 R p . 9 2 0 . 0 0 0 

1 0 B i a y a t r a n s p o r t p e t u g a s k u n j u n a g a n 
r u m a h b u m i l r e s t i 

R p . 1 . 0 9 0 . 0 0 0 R p . 1 . 8 4 0 . 0 0 0 

1 1 B i a y a t r a n s p o r k u n j u a n g a n r u m a h 9 
b u f a s 

R p . 9 2 0 . 0 0 0 R p . 3 . 4 5 0 . 0 0 0 

1 2 B i a y a t r a n s p o r t p e t u g a s U K K R p . 1 . 4 0 0 . 0 0 0 R p . 2 . 0 7 0 . 0 0 0 
13 B i a y a t r a n s p o r t k a d e r y a n g h a d i r k e 

p o s y a n d u d i l u a r p o s y a n d u b N I C E 
R p . 3 . 0 1 0 . 0 0 0 R p . 4 6 0 . 0 0 0 

1 4 B i a y a t r a n s p o r t p e l a y a n a n 
k e s e h a t a n b a l i t a 

R p . 1 . 1 1 5 . 0 0 0 R p . 9 . 8 0 0 . 0 0 0 

J u m l a h R p . 1 4 . 0 9 0 . 0 0 0 R p . 4 3 . 0 8 1 . 0 0 0 
S u m b e r : P e n u l i s , 2 0 1 3 
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2 Penunjang 

a ) P e m b e l i a n A T K d a n p e n g g a n d a a n ( u n t u k p o s y a n d u d a n 

p o s k e s d e s ) 

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

r e f r e s h i n g / p e n y e g a r a n k a d e r k e s e h a t a n 

c ) B i a y a t r a n s p o r t a s i u n t u k p e s e r t a r a p a t k o o r d i n a s i d e n g a n l i n t a s 

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

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

s e k t o r / t o k o h m a s y a r a k a t / t o k o h a g a m a / k a d e r k e s e h a t a n d i 

p u s k e s m a . 

e ) P e m b e l i a n b a h a n k o n t a k 

D a p a t d i l i h a t t a b e l I V . 6 0 d i b a w a h i n i rincian k e g i a t a n p e n u n j a n g 

p e l a y a n a n k e s e h a t a n p a d a P u s k e s m a s 7 U l u P a l e m b a n g . 

Tabel I V . 6 8 
Uraian kegiatan penunjang pelayanan kesehatan di 

Puskesmas 7 Uiu Palembang 

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

T a h u n N o U r a i a n k e g i a t a n p e n u n j a n g 
p e l a y a n a n k e s e h a t a n 

2 0 1 0 2 0 1 1 
1 P e m b e l i a n A T K d a n 

p e n g g a n d a a n ( u n t u k p o s y a n d u 
d a n p o s k e s d e s ) 

0 R p . 6 0 0 . 0 0 0 

J u m l a h 0 R p . 6 0 0 . 0 0 0 
S u m b e r : P e n u l i s , 2 0 1 3 

3 Managemen Puskesmas 

e. P e m b e l i a n A T K d a n p e n g g a n d a a n u n t u k L o k a k a r y a M i n i 

P u s k e s m a s 
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f . B i a y a t r a n s p o r t a s i p e s e r t a L o k a k a r y a M i n i P u s k e s m a s 

g . P e m b e l i a a n k o n s u m s i u n t u k L o k a k a r y a M i n i P u s k e s m a s 

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

K e s e h a t a n K a b u p a t e n / K o t a 

A d a p u n r i n c i a n k e g i a t a n m a n a g e m e n P u s k e s m a s 7 U l u 

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

K e s e h a t a n d a p a t d i l i h a t p a d a t a b e l I V . 6 1 

Tabel IV.69 
Uraian kegiatan managemen puskesmas 7 Ulu Palembang 

N o U r a i a n k e g i a t a n m a n a g e m e n 
p u s k e s m a s 

T a h u n N o U r a i a n k e g i a t a n m a n a g e m e n 
p u s k e s m a s 2 0 1 0 2 0 1 1 

1 P e m b e l i a n A T K d a n p e n g g a n d a a n 
u n t u k l o k a k a r y a m i n i P u s k e s m a s 

R p . 4 7 4 . 0 0 0 

2 P e m b e l i a n k o n s u m s i L o k a k a r y a 
M i n i P u s k e s m a s 

R p . 7 1 0 . 0 0 0 R p . 4 . 5 0 0 . 0 0 0 

3 B i a y a t r a n s p o r t P u s t u 9 / 1 0 u l u 
u n t u k k e g i a t a n L o k a k a r y a M i n i 

R p . 1 2 6 . 0 0 0 R p . 5 9 6 . 0 0 0 

J u m a h R p . 8 3 6 . 0 0 0 R p . 5 . 5 7 0 . 0 0 0 
S u m b e r : P e n u l i s , 2 0 1 3 

4 Pemeliharaan Ringan Puskesmas 

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

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

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

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

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

c ) P e m e l i h a r a a n r i n g a n s a r a n a i n s t a l a a s i l i s t r i k P u s k e s m a s 

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



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

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

A d a p u n r i n c i a n k e g i a t a n p e m e l i h a r a a n r i n g a n P u s k e s m a s 7 U l u 

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

K e s e h a t a n d a p a t d i l i h a t p a d a t a b e l I V . 6 2 . 

Tabel IV.70 

Uraian kegiatan pemeliharaan Puskesmas 7 Ulu Palembang 

n o U r a i a n k e g i a t a n p e m e l i h a r a a n ^ a h u n 
r i n g a n P u s k e s m a s 2 0 1 0 2 0 1 1 

1 P e m b e l i a n e m b e r 0 R p . 2 0 0 . 0 0 0 
2 P e m b e l i a n s a p u 0 R p . 1 0 0 . 0 0 0 
3 P e m b e l i a n p e n g e p e l 0 

R p . 2 0 0 . 0 0 0 
4 P e m b e l i a n b o l a l a m p u 0 R p . 1 . 3 0 0 . 0 0 0 
5 P e m b e l i a n k a b e l g u l u n g 0 R p . 3 0 0 . 0 0 0 
6 P e m b e l i a n g a y u n g 0 R p . 3 0 . 0 0 0 
J u m a h 0 R p . 2 . 1 3 0 . 0 0 0 

S u m b e r : P e n u l i s . 2 0 1 3 



BAB V 

KESIMPULAN DAN SARAN 

A. SIMPULAN 

B e r d a s a r k a n s i s t e m p e n g u k u r a n k i n e r j a p e l a y a n a n k e p m e n P A N N o m o r 

: ] C E P / 2 5 / M . P A N / 2 0 0 4 , m a k a a d a e m p a t b e l a s i n d i k a t o r k i n e r j a p e l a y a n a n y a i t u 

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

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

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

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

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

l i n g k u n g a n . D a r i 1 4 I n d i k a t o r p e l a y a n a n y a n g d i t e l i t i o l e h p e n u l i s t e r d a p a t 4 

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

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

B. Saran 

D a r i p e n e l i t i a n i n i p e n u l i s m e m b e r i k a n s a r a n k e p a d a P u s k e s m a s 7 U l u 

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

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

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

2 . S e b a i k n y a a d a p e t u g a s k e a m a n a n d i P u s k e s m a s 7 U l u P a l e m b a n g a g a r p a r a 

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

s e k i t a r P u s k e s m a s 7 U l u P a l e m b a n g . 
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S e b a i k n y a p a r a p e t u g a s P u s k e s m a s 7 U l u P a l e m b a n g h a r u s m e m b e r i k a n 

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

m e n u n g g u s i a s i a u n t u k 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 d i P u s k e s m a s 7 

U l u P a l e m b a n g . 

S e b a i k n y a P u s k e s m a s 7 U l u P a l e m b a n g l e b i h m e m p e r h a t i k a n k e n y a m a n 

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

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

b e r a d a d i l i n g k u n g a n s e k i t a r P u s k e s m a s 7 U l u P a l e m b a n g . 
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KUESIONER PENELITIAN 
ANALISIS KINERJA PELAYANAN KESEHATAN DALAM PROGRAM 
BANTUAN OPERASIONAL KESEHATAN PADA PUSKESMAS 7 ULU 

PALEMBANG 

I . Identitas Responden 
a . N a m a : 
b . U m u r : T a h u n . 
c . J e n 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 

d . P e n d i d i k a n : 
1 . T i d a k s e k o l a h / T i d a k T a m a t S D 
2 . S D / M . T s a n a w i y a h 
3 . S L T P / M . I b t i d a i y a h 
4 . S L T A / M . A l i y a h 
5 . A k a d e m i / P T 

PETUNJUK PENGISIAN 
a. M o h o n d e n g a n h o r m a t b a n t u a n d a n k e s e d i a a n b a p a k / i b u / s d r / u n t u k m e n j a w a b 
s e l u r u h p e r t a n y a a n y a n g a d a . 
b . B e r i l a h t a n d a ( V ) p a d a k o l o m b a p a k / i b u / s d r p i l i h s e s u a i d e n g a n k e a d a a n y a n g 
s e b e n a m y a . 
c . A d a l i m a a l t e m a t i f j a w a b a n , y a i t u : 
1 = Sangat Baik 

2 = Baik 
3 = Cukup Baik 
4 = Kurang Baik 
5 = Tidak Baik 

e . P e k e r j a a n : 

2 
3 
4 

P N S / T N I / P O L R I 
B u m h / T a n i 
P e d a g a n g 
L a i n - l a i n 



NO PERTANYAAN 1 2 3 4 5 
I PROSEDUR PELAYANAN 
1 B a g a i m a n a k a h p e r s e p s i a n d a m e n g e n a i w a k t u 

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

2 B a g a i m a n a k a h p e r s e p s i a n d a m e n g e n a i k e m a u a n 
p e t u g a s p u s k e s m a s 7 u l u p a l e m b a n g d a l a m 
i l l C l i I U C i i x a l l p c i a y d l l o i i p c i l U a l U l I d l l U d i l a U I I H l l l b l L a a l 

3 B a g a i m a n a p e r s e p s i a n d a m e n g e n a i p e n g u r u s a n s u r a t 
n i i i i k r i i n t i i k " H i I p n i s l / n n l/f* n i m a n QnL'it i i m i i m 
1 U J U A . U l l L U X U l L & l U o X C U l X V l U X l i O l l O O X I l U i l l U l l I IT 

• 1 . 
P E R S Y A R A T A N P F I A V A N A N 

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

2 B a g a i m a n a p e r s e p s i a n d a m e n g e n a i p e r s y a r a t a n 
d a l a m m e n g a m b i l o b a t d i p u s k e s m a s 7 U l u 
P a l e m b a n g 

I I I K E J E L A S A N PETUGAS PELAYANAN 
1 B a g a i m a n a k a h p e r s e p s i a n d a m e n g e n a i k e c e p a t a n 

d a n k e t e p a t a n P e t u g a s p u s k e s m a s 7 U l u P a l e m b a n g 
p e n d a f t a r a n d a n a d m i n i s t r a s i d a l a m m e m b e r i k a n 
p e l a y a n a n 

n 2 B a g a i m a n a k a h p e r s e p s i a n d a m e n g e n a i k e j e l a s a n 
i n f o r m a s i 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 k e l u h a n 

A J 

A n d a 

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

IV KEDISIPLINAN PETUGAS PELAYANAN 
1 B a g a i m a n a p e r s e p s i a n d a m e n g e n a i k e t e p a t a n w a k t u 

b e k e r j a p a r a p e t u g a s p u s k e s m a s 7 u i u P a l e m b a n g 
2 B a g a i m a n a p e r s e p s i a n d a m e n g e n a i k e t e p a t a n w a t u 

k e r j a m e l a y a n i p a s i e n d i p u s k e s m a s 7 u l u p a l e m b a n g 
3 B a g a i m a n a p e r s e p s i a n d a m e n g e n a i p a r a p e t u g a s 

t e r h a d a p t a n g g u n g j a w a b p e t u g a s p e l a y a n a n 
p u s k e s m a s 7 u l u p a l e m b a n g 

V TANGGUNG JAWAB PETUGAS 
1 B a g a i m a n a k a h p e r s e p s i a n d a m e n g e n a i p e t u g a s 

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

2 B a g a i m a n a k a h h a r a p a n a n d a m e n g e n a i p e t u g a s 
p e n d a f t a r a n d a n a d m i n i s t r a s i 



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

V I KEMAMPUAN PETUGAS PELAYANAN 
1 B a g a i m a n a k a h p e r s e p s i a n d a m e n g e n a i p e r a w a t 

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

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

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

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

V I I K E C E P A T A N PELAYANAN 
1 B a g a i m a n a k a h p e r s e p s i a n d a m e n g e n a i k e c e p a t a n 

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

2 B a g a i m a n a k a h p e r s e p s i a n d a m e n g e n a i k e c e p a t a n 
d o k t e r d a l a m m e m p e r h a t i k a n d a n m e n g a t a s i k e l u h a n 
A n d a 

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

4 B a g a i m a n a k a h p e r s e p s i a n d a m e n g e n a i k e c e p a t a n 
p e r a w a t d a l a m m e m b e r i r e s p o n t e r h a d a p p e r m i n t a a n 
A n d a d a l a m p e l a y a n a n 
k e p e r a w a l a n 

5 B a g a i m a n a k a h p>ersepsi a n d a m e n g e n a i w a k t u 
p e n g u r u s a n p e n d a f t a r a n d a n a d m i n i s t r a s i s e l a l u 
m e m p e r h a t i k a n k e c e p a t a n p e l a y a n a n d a n d i l a k u k a n 
d e n g a n b a i k 

V I H KEADILAN MENDAPATKAN PELAYANAN 
1 B a g a i m a n a p e r s e p s i a n d a m e n g e n a i P e l a y a n a n 

k e s e h a t a n d i P u s k e s m a s 7 u l u p a l e m b a n g a p a k a h 
a n d a d i p e r l a k u k a n s e c a r a a d i l 

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



3 b a g a i m a n a p e r s e p s i a n d a m e n g e n a i l a m a n y a a n t r i 
m e n g a m b i l o b a t - o b a t a n d i p u s k e s m a s 7 u l u 
p a l e m b a n g 

I X KESOPANAN DAN KERAMAHAN PETUGAS 

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

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

3 B a g a i m a n a k a h p e r s e p s i a n d a m e n g e n a i k e r a m a h a n 
d a n k e s o p a n a n p e r a w a t k e t i k a m e m b e r i k a n 
p e l a y a n a n k e p e r a w a t a n k e p a d a A n d a 

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

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

X KEWAJARAN BIAYA PELAYANAN 

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

2 B a g a i m a n a p e r s e p s i a n d a m e n g e n a i k e w a j a r a n b i a y a 
u n t u k o b a t - o b a t a n d i p u s k e s m a s 7 u l u p a l e m b a n g 

3 B a g a i m a n a p e r s e p s i a n d a m e n g e n a i k e w a j a r a n b i a y a 
u n t u k a d s m i n i s t r a s i u n t u k p e n d a f t a r a n d i p u s k e s m a s 
7 u l u p a l e m b a g a n g 

X I KEPASTIAN BIAYA PELAYANAN 

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

2 B a g a i m a n a p e r s e f s i a n d a m e n g e n a i j u m l a h b i a y a 
y a n g d i k e l u a r k a n u n t u k o b a t - o b a t a n d i p u s k e s m a s 7 
u l u p a l e m b a n g 

3 B a g a i m a n a p e r s e f s i a n d a m e n g e n a i b i a y a p e l a y a n a n 
m e d i s d i p u s k e s m a s 7 u l u p a l e m b a n g 

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



X I I KEAMANANAN PELAYANANAN 

1 B a g a i m a n a p e r s e p s i a n d a m e n g e n a i k e a m a n a n 
p e l a y a n a n a n d i p u s k e s m a s 7 u l u p a l e m a b a n g 

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

3 B a g a i m a n a p e r s e f s i a n d a m e n g e n a i f a s i l i t a s p a r k i r d i 
p u s k e s m a s 7 u i u p a l e m b a n g 

X I I I KEPASTIAN JADWAL PELAYANAN 

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

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

3 B a g a i m a n a p e r s e p s i a n d a m e n g e n a i k e t e p a t a n j a m 
k e r j a p e t u g a s p u s k e s m a s 7 u l u p a l e m b a n g 

X I V KENYAMANAN LINGKUNGAN 

1 B a g a i m a n a k a h p e r s e p s i a n d a m e n g e n a i p e n e r a n g a n 
r u a n g a n P u s k e s m a s 

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

3 B a g a i m a n a k a h p e r s e p s i a n d a m e n g e n a i k e t e r s e d i a a n 
k a m a r m a n d i d a n W C 

4 B a g a i m a n a k a h p e r s e p s i a n d a m e n g e n a i k e t e r s e d i a a n 
a i r d i d a l a m k a m a r m a n d i d a n W C 

5 B a g a i m a n a k a h p e r s e p s i a n d a m e n g e n a i k e b e r s i h a n 
k a m a r m a n d i d a n W C 



Tabel IV.72 

Tabel Rincian Dana Bantuan Operasional Kesehatan Di Puskesmas 7 
Ulu Palembang Tahun 2010 

B u l a n J e n i s c e g i a t a n B u l a n 
U p a y a 
k e s e h a t a n d i 
p u s k e s m a s 

P e n u n j a n g 
p e l a y a n a n 
k e s e h a t a n 

P e n y e l e n g g a r a 
n m a n a g e m e n 
p u s k e s m a s 

P e m e l i h a r a a 
n r i n g a n 

J a n u a r i 0 0 0 
F e b r u a r i 0 0 0 0 
M a r e t 0 0 0 0 
A p r i l 0 0 0 0 
M e i 0 0 0 0 
J u n i 0 0 0 0 
J u H 0 0 0 0 
A g u s t u s R p . 3 . 3 7 0 . 0 0 0 0 5 6 3 . 0 0 0 6 1 5 . 0 0 0 
S e p t e m b e r R p . 2 . 3 1 1 . 0 0 0 0 0 0 
O k t o b e r R p . 4 . 7 7 2 . 0 0 0 0 5 6 3 . 0 0 0 0 
N o v e m b e r R p . 4 . 1 0 2 . 0 0 0 0 0 4 4 3 . 0 0 0 
d e s e m b e r R p . 2 . 2 5 4 . 0 0 0 0 7 4 1 . 0 0 0 3 9 3 . 0 0 0 
J u m l a h R p . 1 6 . 8 0 9 . 0 0 0 0 1 . 8 6 7 . 0 0 0 1 . 4 5 1 . 0 0 0 

S u m b e r : P u s k e s m a s 7 U l u P a l e m b a n g , 2 0 1 3 



Tabel IV.71 

Rincian dana bantuan operasional kesehatan di puskesmas 7 Ulu 
Palembang Tahun 2011 

B u l a n J e n i s k e g i a t a n 
U p a y a P e n u n j a n g P e n y e l e n g g a r a a n P e m e l i h a r a a n 
k e s e h a t a n p e l a y a n a n m a n a g e m e n ringan ( R p 
d i k e s e h a t a n p u s k e s m a s ( R p ) 
p u s k e s m a s ( R p ) 

V r y ( R p ) 
i cz J a n u a r i 0 0 0 0 

F e b r u a r i 0 0 0 0 
M a r e t 4 . 2 9 2 . 0 0 0 6 0 0 . 0 0 0 5 4 6 . 0 0 0 9 1 5 . 0 0 0 
A p r i l 3 . 9 2 4 . 0 0 0 0 5 6 3 . 0 0 0 0 
M e i 3 . 7 4 0 . 0 0 0 0 5 6 3 . 0 0 0 0 
J u n i 4 . 1 4 6 . 0 0 0 5 6 3 . 0 0 0 6 1 5 . 0 0 0 
J u l i 3 . 7 4 0 . 0 0 0 0 5 6 3 . 0 0 0 0 
A g u s t u s 4 . 1 4 6 . 0 0 0 0 5 6 3 . 0 0 0 6 1 5 . 0 0 0 
S e p t e m b e r 4 . 6 8 2 . 0 0 0 0 0 0 
O k t o b e r 4 . 7 7 2 . 0 0 0 0 5 6 3 . 0 0 0 0 
N o v e m b e r 4 . 6 5 4 . 0 0 0 0 0 0 
D e s e m b e r 1 7 . 2 5 4 . 0 0 0 0 5 3 7 . 0 0 0 0 
J u m l a h 5 5 . 3 5 0 . 0 0 0 6 0 0 . 0 0 0 4 . 4 6 1 . 0 0 0 2 . 1 4 5 . 0 0 0 

S u m b e r : P u s k e s m a s 7 U l u * a l e m b a n g , 2 0 3 



D I N A S K E S E H A T A N K O T A P A L E M B A N G 

J L . K H A . A Z H A R I 7 U L U P A L E M B A N G 

S U R A T K E T E R A N G A N 

Nomor :169 /PKM/7ULU/TU/2012 

Y a n g b e r t a n d a t a n g a n d i b a w a h i n i : 

N a m a : d r . H j S y a r i M a s y i t h a h 

N I M : 1 9 7 8 0 7 2 7 2 0 0 6 0 4 2 0 1 4 
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P a l e m b a n g 

l e l a h m e l a k u k a n p e n e l i t i a n d i P u s k e s m a s 7 U L l i d a r i t a n g g g a l 15 j u n i s a m p a i d e n g a n 2 0 
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[ > e n i j k i a n s u r a t k e t e r a n g a n i n i k i r a n y a d a p a t d i g u n a k a n s e p e r l u n y a 

1 9 7 8 0 7 2 7 2 0 0 6 0 4 2 0 1 4 
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