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ABSTRACT 
 

Based on the Indeks Kepuasan Masyarakat survey for health services 

Serang Regency in 2021, it is known that the IKM value owned by the Ciruas 

Public Health Center has decreased compared to 2020. Assessment of satisfaction 

can be done with several other indicators, one of which uses Ware’s (1977) 

theory. The purpose of this study was to analyze the level of satisfaction of 

outpatients with health services at the Ciruas Public Health Center along using 

Ware’s theory. 

This type of research was descriptive observational with a quantitative 

methods and cross sectional design. The sample in this study were 115 patients or 

families who had visited the general medical clinic at the Ciruas Public Health 

Center using the accidental sampling technique. Data was collected through 

questionnaires which were distributed directly to patients related to interpersonal 

manner, technical quality, accessibility, finances, outcomes, physical 

environment, and availability. The Customer Satisfaction Index (CSI) method 

was used to analyze data in this study. 

The overall satisfaction level of outpatients at the Ciruas Health Center 

was 76%. Then, for the interpersonal manner dimension (CSI=77.19%), technical 

quality dimension (CSI=78.89%), accessibility dimension (CSI=68.49%), 

finances dimension (CSI=76%), outcomes dimension (CSI=79.13%), the physical 

environment dimension (CSI=71.57), and the availability dimension 

(CSI=76.88%). This achievement was differed from the results of the IKM 

survey which obtained a score of 76,27. 

This study concluded that the level of satisfaction at the Ciruas Public 

Health Center met the criteria for satisfied, which differed from the IKM survey. 

On accessibility dimension needs to be taken into to attention for improvement 

efforts. The IKM survey's satisfaction assessment did not measure the Health 

Center's resources (availability dimension). The instrument for assessing patient 

satisfaction based on Ware's theory is more specific to health-care indicators. It is 

suggested that patient satisfaction measurements will be conducted on a regular 

basis. 

 

 

Keywords: Patient Satisfaction, Public Health Center, Customer Satisfaction 

Index (CSI). 
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ABSTRAK 
 

Berdasarkan hasil survei Indeks Kepuasan Masyarakat (IKM) pelayanan 

kesehatan se-Kabupaten Serang tahun 2021 diketahui nilai IKM yang dimiliki 

oleh Puskesmas Ciruas mengalami penurunan kualitas yakni kurang baik jika 

dibandingkan tahun sebelumnya. Penilaian kepuasan dapat dilakukan dengan 

beberapa indikator lain, salah satunya menggunakan teori milik Ware (1977). 

Tujuan dari penelitian ini ialah menganalisis tingkat kepuasan pasien rawat jalan 

terhadap pelayanan kesehatan di Puskesmas Ciruas menggunakan teori milik 

Ware (1977) terkait kepuasan pasien. 

Jenis penelitian ini yakni deskriptif observasional dengan pendekatan 

kuantitatif dan desain cross sectional. Sampel dalam penelitian ini yakni pasien 

atau keluarga yang pernah mengunjungi poli umum di Puskesmas Ciruas  

sebanyak 115 responden menggunakan teknik accidental sampling. Pengumpulan 

data dilakukan melalui kuesioner yang dibagikan  secara langsung kepada pasien 

di Puskesmas Ciruas terkait interpersonal manner, technical quality, 
accessibility, finances, outcomes, physical environment, dan availability. Teknik 

analisis data dalam penelitian ini menggunakan metode Customer Satisfaction 
Index (CSI). 

Secara keseluruhan tingkat kepuasan pasien rawat jalan di Puskesmas 

Ciruas memperoleh nilai 76%. Kemudian, untuk dimensi interpersonal manner 

(CSI=77,19%), dimensi technical quality (CSI=78,89%), dimensi accessibility 
(CSI=68,49%), dimensi  finances (CSI=76%), dimensi outcomes (CSI=79,13%), 

dimensi physical environment (CSI=71,57), dan dimensi availability 
(CSI=76,88%). Capaian tersebut berbeda dengan hasil survei IKM dimana 

memperoleh nilai 76,27. 

Kesimpulan dari penelitian ini yaitu tingkat kepuasan di Puskesmas 

Ciruas secara keseluruhan telah mencapai kriteria puas berbeda dengan hasil 

survei IKM oleh Dinkes. Namun, pada dimensi accessibility perlu dijadikan 

perhatian upaya perbaikan. Penilaian kepuasan pada survei IKM tidak membahas 

terkait sumber daya di Puskesmas (availability). Instrumen penilaian kepuasan 

pasien menggunakan teori Ware (1977) lebih spesifik terkait indikator yang 

dinilai terhadap pelayanan kesehatan daripada survei IKM. Diharapkan 

pengukuran kepuasan pasien dapat dilakukan secara periodik dalam kurun waktu 

satu tahun.  

 

 

Kata Kunci: Kepuasan Pasien, Puskesmas, Customer Satisfaction Index (CSI). 
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