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ABSTRAK

Leny Awaliyah, 2025. Analisis Kepuasan Pasien Pada Puskesmas Jagalempeni
Brebes. Program Studi Diploma III Akuntansi Politeknik Harapan Bersama.
Pembimbing I: Yeni Priatna Sari. Pembimbing II: Krisdyawati.

Pelayanan kesehatan yaitu upaya meningkatkan derajat kesehatan
memberikan pelayanan terbaik, salah satu bentuk ukuran keberhasilan yaitu
kepuasan pasien. Penelitian ini bertujuan untuk mengetahui tingkat kepuasan pasien
pada aspek bukti langsung (Tangible), aspek kehandalan (Reliability), aspek daya
tanggap (Responsiveness), aspek jaminan (Assurance), dan aspek empati (Empathy)
terhadap pelayanan di Puskesmas Jagalempeni. Teknik sampling pada penelitian
ini menggunakan metode accidental sampling dimana yaitu sebuah metode
pengambilan sampel dengan peluang obyek dan subjek yang terintegrasi. Teknik
yang digunakan merupakan kuesioner Sampel dalam penelitian ini adalah pasien
Puskesmas Jagalempeni Kabupaten Brebes yaitu sebanyak 100 responden. Hasil
penelitian menunjukkan tingkat kepuasan pasien di Puskesmas Jagalempeni Brebes
sangat tinggi dengan rincian: tangible 88,50% (puas), empathy 90,50% (sangat
puas), reliability 90,80% (sangat puas), responsiveness 92,50% (sangat puas), dan
assurance 94,00% (sangat puas).

Kata kunci: Kepuasan, bukti fisik, empati, kehandalam, ketanggapan, jaminan.
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ABSTRACT

Awaliyah, Leny 2025. The Analysis of Patient Satisfaction at Jagalempeni Brebes
Community Health Center. Accounting Associate Degree Study Program Politeknik
Harapan Bersama. Advisor: Yeni Priatna Sari. Co-Advisor: Krisdyawati.

Health services aim to improve the level of health by providing the best possible
care, with one measure of success being patient satisfaction. This study aims to
determine the level of patient satisfaction regarding the aspects of tangibility,
reliability, responsiveness, assurance, and empathy in the services provided at
Jagalempeni Community Health Center. The sampling technique used in this study
is accidental sampling, a method of selecting samples based on the opportunity and
integration of objects and subjects. The technique employed is a questionnaire,
with the sample consisting of 100 respondents, who are patients of the Jagalempeni
Community Health Center in Brebes Regency. The research results indicate a very
high level of patient satisfaction at Jagalempeni Community Health Center in
Brebes, with detailed scores as follows: tangible 88.50% (satisfied), empathy
90.50% (very satisfied), reliability 90.80% (very satisfied), responsiveness 92.50%
(very satisfied), and assurance 94.00% (very satisfied).

Keywords: Satisfaction, tangibility, empathy, reliability, responsiveness, assurance
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