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ABSTRAK 

Puskesmas adalah fasilitas pelayanan kesehatan yang menyelenggarakan 

upaya kesehatan masyarakat dan upaya kesehatan perseorangan tingkat pertama, 

dengan lebih mengutamakan upaya promotif dan preventif, untuk mencapai derajat 

kesehatan masyarakat yang setinggi-tingginya di wilayah kerjanya. Kepuasan 

pasien dapat dilihat dari berbagai atribut salah satunya adalah menilai tingkat 

kepuasan pasien, sehingga mempengaruhi kelangsungan dan efektivitas dari 

pelayanan. Puskesmas Siwalankerto merupakan salah satu sarana pelayanan 

kesehatan tingkat awal yang terletak di Kelurahan Siwalankerto, Kecamatan 

Wonocolo Kota Surabaya. Puskesmas Siwalankerto terdapat beberapa unit 

pelayanan yakni poli umum, poli gigi, poli KIA-KB, poli gizi dan laboratorium. 

Penelitian ini bertujuan untuk menganalisis kepuasan pasien BPJS terhadap 

pelayanan di Puskesmas Siwalankerto Surabaya menggunakan metode Customer 

Satisfaction Index (CSI), Importance Performance Analysis (IPA), dan Kano. 

Berdasarkan pengisian kuesioner 125 responden diperoleh nilai CSI sebesar 84,9% 

yang berarti pasien BPJS di Puskesmas Siwalankerto sangat puas. Selanjutnya, 

melakukan analisis IPA dan Kano terhadap dimensi tampilan fisik keandalan, daya 

tanggap, jaminan, dan empati dengan jumlah 22 atribut pada 125 responden. Hasil 

analisis IPA menunjukkan 11 atribut berada pada kuadran I, 6 atribut pada kuadran 

II, 4 atribut pada kuadran III dan 1 atribut pada kuadran IV. Sementara pada analisis 

Kano 2 atribut masuk kategori must be, dan atribut lainnya masuk kategori one 

dimensional. Selanjutnya dilakukan integrasi IPA-Kano untuk memperoleh 

prioritas strategi yang harus dilakukan yaitu meningkatkan kinerja pada beberapa 

atribut meliputi atribut ketepatan waktu pelayanan sesuai dengan yang dijanjikan 

dan atribut dokter memberikan kesempatan kepada pasien untuk bertanya terkait 

penyakit yang diderita. 

Kata Kunci : Puskesmas Siwalankerto Kota Surabaya, Customer Satisfaction 

Index (CSI), Importance Performance Analysis (IPA), Kano, Integrasi IPA-Kano. 
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ABSTRACT 

Puskesmas is a health service facility that organizes public health industry 

and first-level individual health industry, by prioritizing promotive and preventive 

efforts, to achieve the highest public health degree in its working area. Patient 

satisfaction can be seen from various indicators, one of which is assessing the level 

of patient satisfaction, thereby affecting the continuity and effectiveness of the 

service. The Siwalankerto Health Center is one of the initial level health care 

facilities located in Siwalankerto Village, Wonocolo District, Surabaya City. The 

Siwalankerto Health Center has several service units, namely general poly, dental 

poly, KIA-KB poly, nutrition poly, and laboratory. 

This study aims to analyze the satisfaction of BPJS patients with services at 

the Siwalankerto Health Center Surabaya using the Customer Satisfaction Index 

(CSI), Importance Performance Analysis (IPA), and Kano methods. A total of 125 

respondents obtained a CSI result of 84.9%, which means that BPJS patients at the 

Siwalankerto Health Center are very satisfied. Next, perform IPA and Kano 

analysis on the dimensions of the physical appearance of reliability, responsiveness, 

assurance, and empathy with a total of 22 attribute on 125 respondents. The results 

of the IPA analysis showed that 11 variables were in quadrant I, 6 attribute were in 

quadrant II, 4 attribute were in quadrant III and 1 attribute was in quadrant IV. 

Meanwhile, in Kano's analysis, two attribute are included in the must-be category, 

and other attribute are in the one-dimensional category. Furthermore, the IPA-Kano 

integration was carried out to obtain priority strategies that must be carried out, 

namely improving performance on several attribute including attribute timeliness 

of service as promised and the doctor attribute providing opportunities for patients 

to ask questions related to their illness. 

Keywords: Siwalankerto Public Health Center at Surabaya City, Customer 

Satisfaction Index (CSI), Importance Performance Analysis (IPA), 

Kano, Integration of IPA-Kano 
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