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ABSTRAK 

Ainun,KA.2018. Gambaran Kepuasan Pengguna BPJS Kelas 1, Kelas 2 Dan 

Kelas 3 Berdasarkan Pelayanan Keperawatan Di Unit Rawat 

Inap RSUD dr. Soegiri Lamongan. Skripsi S1 keperawatan, 

STIKES Muhammadiyah Lamongan. Pembimbing (1) H.M. Bakri 

Priyodwi Atmaji,S.kep., M.kep (2) Suratmi,S.kep.,Ners.,M,Kep. 

 

BPJS Kesehatan merupakan asuransi kesehatan nasional, yang dalam pelaksanaan 

programnya tingkat kepuasan BPJS masih rendah. Kepuasan adalah perasaan 

konsumen yang yang merupakan hasil dari perbandingan kinerja produsen terhadap 

ekspektasi konsumen. Ada beberapa faktor penentu tingkat kepuasan salah satunya 

kualitas pelayanan. Kualitas pelayanan adalah tingkat kinerja yang diberikan sesuai 

dengan ekspektasi pelanggan. Kualitas pelayanan memiliki lima dimensi yaitu 

tangibles, reliability, responsiveness, assurance, dan empathy. Penilaian kepuasan 

pengguna BPJS perlu dilakukan sebagai bahan evaluasi peningkatan kinerja. 

Desain penelitian ini menggunakan metode Arithmetic Mean. Metode sampling yang 

digunakan adalah quotes purposive sampling. Sampel yang diambil sebanyak 29 

responden bpjs kelas 1, kelas 2 dan kelas 3 di unit rawat inap RSUD dr. Soegiri 

kabupaten Lamongan, pada bulan juni. Data  diambil dengan menggunakan 

kuesioner tertutup. Setelah ditabulasi data dianalisis menggunakan analisis tingkat 

kesesuaian Importance Performance dan Diagram Kertasius. 

Hasil penelitian menunjukan dimensi kualitas pelayanan kelas 1, 2 dan 3 belum 

sesuai karena tingkat kesesuaian dibawah 100% atau belum memuaskan. Area A 

diagram kertasius kelas 3 yaitu item A1, D2, B3, C3, dan C4. Área A kelas 2 yaitu 

A1, A3, C4, D2 dan D3. Area A kelas 1 yaitu A1,C1, D3, A4 dan B4. Área A 

diagram kertasius merupakan prioritas utama peningkatan kinerja. 

 

 

Kata Kunci : Kepuasan, Kualitas Pelayanan 
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ABSTRACT 

 

Ainun,KA,2018. Analysis Satisfaction First Class, Second Class And Third 

Class Bpjs Users Based On Nursing Service Quality In 

Inpatient Unit RSUD Dr. Soegiri Lamongan. Skripsi S1 Nurse, 

lecturer (1) H.M.Bakri Priyodwi Atmadji, S.kep., M.Kep (2) 

Suratmi,S.Kep.,M. Kep. 

 

BPJS Kesehatan is a national healthcare provider insurance, in the implementation 

of BPJS program have low satisfaction from BPJS users. Satisfaction is constumers 

feeling happy or disappointed with the products or services, that is result of 

comparison provider performance with constumer expectations. There are several 

determinants level satisfaction, and one of them is service quality. Service quality is 

how good level service provided is able to match customer expectations. Service 

quality has five dimensions: physical evidence (tangibles), reliability, 

responsiveness, assurance, empathy (empathy). BPJS user satisfaction assessment is 

important to do as an evaluation of performance. Assessment using questionnaire 

one of the satisfaction determinants, it is service quality. 

Research design use Arithmetic Mean method. Sampling method used is purposive 

quotes sampling. Samples taken 29 respondents of BPJS users from fisrt class, 

second class and thrid class. This research was conducted in inpatient unit of dr. 

Soegiri Lamongan, in June. The data were taken using by closed questionnaire. 

After tabulated, existing data were analyzed with conformity level analysis of 

Importance Performance and Diagram of Kertasius. 

Research result, the dimension of service of physical evidence (tangibles), 

reliability, responsiveness, assurance, empathy in fisrt class, second class and thrid 

class are not suitable because conformity level of expectation and performance is 

below 100% and can be said to be unsatisfactory, first class has the highest 

satisfaction rate followed by third class and  second clas at the lowest conformity 

level of all classes. Diagram kertasius result, A area (top priority performance 

improvement) from third class (is code A1, D2, B3, C3, and C4. area A of second 

class is A1, A3, C4, D2 dan D3. And area A of first class is code A1, C1, D3, A4 

and B4. 

 

Keyword: Satisfaction, Service quality 
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