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ABSTRAK

Dalam sektor layanan, kualitas telah diidentifikasi sebagai variabel dengan peran penting,
demikian pula dalam konteks layanan kesehatan, persepsi pelanggan terhadap kualitas layanan
juga diyakini sebagai faktor keberhasilan bagi organisasi kesehatan. Menurut penelitian yang
dilakukan oleh Tri Rakhmawati dkk. pada tahun 2013, menunjukkan bahwa model pengukuran
Mutu Pelayanan Kesehatan di Indonesia terdiri dari 24 indikator yang dibagi ke dalam empat
dimensi, sementara sesuai diatur dalam Permenpan nomor 14 tahun 2017, pengukuran kualitas
pelayanan publik dilakukan dengan menggunakan 9 indikator, yang menghasilkan Indeks
Kepuasan Masyarakat. Setelah dilakukan pengumpulan data melalui kuesioner yang diberikan
kepada 53 responden pengguna layanan Puskesmas X dengan karakteristik yang beragam
seperti jenis kelamin, usia, dan penghasilan, didapatkan hanya terdapat 5 indikator dimensi
Kualitas Personil Kesehatan & 1 indikator Kualitas Proses Administrasi dari Mutu Layanan
Kesehatan yang valid, sehingga dapat dievaluasi pengaruh dan signifikansinya terhadap
Persepsi Kepuasan dan Indeks Kepuasan Masyarakat, menggunakan SEM PLS. Selanjutnya
hasil pengujian hipotesis dengan signifikansi 5%, menunjukan bahwa hanya indikator dimensi
Kualitas Personil Kesehatan dari Mutu Layanan Kesehatan memiliki pengaruh yang signifikan

terhadap Persepsi Kepuasan, maupun Indeks Kepuasan Masyarakat.

Kata kunci : Mutu Pelayanan Kesehatan, Indeks Kepuasan Masyarakat, SEM PLS



ABSTRACT

In the service sector, quality has been identified as a variable with an important role, as well as
in the context of health services, customer perception of service quality is also believed to be a
success factor for health organizations. According to research conducted by Tri Rakhmawati
et al. in 2013, it shows that the model for measuring the quality of healthcare services in
Indonesia consists of 24 indicators divided into four dimensions, while as regulated in
Permenpan number 14 of 2017, the measurement of public service quality is carried out using
9 indicators, which produce the Community Satisfaction Index. After data was collected
through questionnaires given to 53 respondents who used the services of Puskesmas X with
diverse characteristics such as gender, age, and income, it was found that there were only 5
indicators of the Health Personnel Quality dimension and 1 indicator of the Quality of
Administrative Processes from Health Service Quality that were valid, so that the influence
and significance could be evaluated on Perceived Satisfaction and Community Satisfaction
Index, using SEM PLS. Furthermore, the results of hypothesis testing with a significance level
of 5% show that only the indicator of the Health Personnel Quality dimension of Health Service
Quality has a significant influence on Perceived Satisfaction, as well as the Community

Satisfaction Index.

Keywords : Healthcare service quality, community satisfaction index, SEM-PLS
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