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ABSTRAK  

 

Amelia, Ani Safitri, 2021. Hubungan Mutu Pelayanan Kesehatan Dengan 

Tingkat Kepuasan Pengunjung Di Puskesmas Karangbinangun Selama 

pandemi Covid-19. Skripsi Prodi S1 Keperawatan, Universitas Muhammadiyah 

Lamongan, Pembimbing : (1) Suratmi, S.Kep.,Ns.,M.Kep (2) H. M.Bakri 

Priyodwi A, S.Kp.,M.Kep 

 

Kepuasan pengunjung puskesmas dapat dilihat dari Mutu pelayanan 

kesehatan yang diterima sesuai dengan harapan dan kinerja, namun masih ada 

beberapa permasalahan yang menimbulkan ketidakpuasan bagi pengunjung 

puskesmas. Tercapainya kepuasan pengunjung puskesmas dapat dipengaruhi oleh 

beberapa faktor, diantaranya produk pelayanan kesehatan, biaya, kenyamanan, 

dan terutama kualitas pelayanan kesehatan yang diberikan. Tujuan penelitian ini 

untuk mengetahui hubungan Mutu Pelayanan Kesehatan dengan Tingkat kepuasan 

pengunjung di puskesmas karangbinangun selama pandemi Covid-19. 

Desain penelitian menggunakan metode analitik korelasional dengan 

pendekatan cross sectional. Sampel diambil dengan teknik simple rondom 

sampling yaitu sebanyak 60 responden. Data dikumpulkan dari responden 

menggunakan lembar kuesioner, selanjutnya di uji dengan menggunakan uji 

Spearman Rho.  

Hasil penelitian menunjukkan bahwa  pengunjung yang berpendapat mutu 

pelayanan kesehatan di puskesmas baik 91,7%, sebagaian menyatakan mutu 

pelayanan cukup baik 8,3%. uji statistik Spearman Rho dengan kemaknaan p : 

0,01 artinya signifikansi (p) dibawah atau sama dengan 0,05 maka H1 diterima 

dan HO ditolak. hasil nilai signifikansi yaitu 0,000, karena nilai Asym. Sig (2-

tailed) < 0,05, maka H0 ditolak dan H1 diterima yang artinya ada hubungan mutu 

pelayanan kesehatan dengan tingkat kepuasan pengunjung di puskesmas 

karangbinangun. 

Berdasarkan hasil tersebut diharapkan pelayanan kesehatan dapat 

melakukan evaluasi untuk memperbaiki mutu pelayanan dari kelima dimensi mutu 

pelayanan kesehatan sehingga dapat meningkatkan kepuasan pengunjung.  

 

 

Kata kunci : Mutu pelayanan kesehatan, kepuasan Pengunjung 
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ABSTRACT 

 

 Amelia, Ani Safitri, 2021. The Relationship between Health Service Quality 

and Visitor Satisfaction at the Karangbinangun Health Center during the 

Covid-19 pandemic.  Thesis. Nursing Study Program, University 

Muhammadiyah Lamongan, Advisors : (1) Suratmi, S.Kep.,Ns.,M.Kep (2) H. 

M.Bakri Priyodwi A, S.Kp.,M.Kep 

 

  The satisfaction puskesmas visitors can be seen from the quality of health 

services received in accordance with expectations and performance.  Achieving 

satisfaction puskesmas visitors can be influenced by several factors, including 

health service products, costs, convenience, and especially the quality health 

services provided.  The purpose of this study was to determine the relationship 

between the quality health services and the level visitor satisfaction at the 

Karangbinangun Public Health Center during the Covid-19 pandemic. 

 

  The research design used correlational analytic method with cross 

sectional approach.  Samples were taken using a simple random sampling 

technique, namely as many as 60 respondents.  Data were collected from 

respondents using a questionnaire sheet, then tested using the Spearman Rho test. 

 

  The results showed that visitors who thought that the quality of health 

services at the puskesmas was good 91.7%, some stated that the service quality 

was quite good 8.3%.  Spearman Rho statistical test with a significance of p: 0.01 

means that the significance (p) is below or equal to 0.05 then H1 is accepted and 

H0 is rejected.  The result of the significance value is 0.000, because the Asym 

value.  Sig (2-tailed) < 0.05, then H0 is rejected and H1 is accepted, which means 

that there is a relationship between the quality of health services and the level 

visitor satisfaction at the Karangbinangun Public Health Center. 

 

  Based on these results, it is expected that health services can evaluate to 

improve service quality from the five dimensions of health service quality so as to 

increase visitor satisfaction. 

 

 

Keywords: Quality of health services, visitor satisfaction 
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