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ABSTRAK 

 
Pemerintah Kota Surabaya melakukan Survei Kepuasan Masyarakat kepada pengguna 
layanan kesehatan. Terdapat hasil Indeks Kepuasan Masyarakat  (IKM) Puskesmas dari 
tahun 2020 hingga 2023 mengalami fluktuasi, namun cenderung naik, Namun ada 
beberapa temuan yang terkait dengan pelaksanaan pelayanan kesehatan di Puskesmas 
Keputih Kecamatan Sukolilo Kota Surabaya. Maka Rumusan Masalahnya “Bagaimakan 
Kualitas Pelayanan Publik di Puskesmas Keputih Kecamatan Sukolilo Kota Surabaya?”. 
Tujuan penelitian ini adalah untuk mendeskripsikan dan mengetahui Kualitas Pelayanan 
Publik di Puskesmas Keputih Kecamatan Sukolilo Kota Surabaya.  
 Penelitian ini merupakan penelitian deskriptif kualitatif dengan teknik 
pengumpulan data berupa observasi, wawancara dan dokumentasi. Fokus dalam 
penelitian adalah 1.Berwujud /Tampak /Terjamah (Tangibles); 2. 
Keterandalan/Kehandalan (Realibility); 3. Keresponsifan/Tanggap (Responsiviness); 4. 
Keyakinan/Jaminan (Assurance); dan 5. Empati (Empathy). Penelitian ini menggunakan 
informan penelitian yang terdiri dari pejabat fungsional yang bertugas memberikan 
pelayanan di Puskesmas Keputih Kecamatan Sukolilo; staf administrasi Puskesmas 
Keputih Kecamatan Sukolilo; dan masyarakat pengguna pelayanan kesehatan di 
Puskesmas Keputih Kecamatan Sukolilo sebagai sumber data primer. Teknik analisis 
data yang digunakan peneliti adalah analisis data deskriptif.  
Hasil penelitian menunjukkan bahwa: (1) Mutu pelayanan kesehatan di Puskesmas 
Keputih Kecamatan Sukolilo dilihat dari dimensi Berwujud/Tampak/Terjamah 
(Tangibles); 2. Keterandalan/Kehandalan (Realibility) Keresponsifan/Tanggap 
(Responsiviness); 4. Keyakinan/Jaminan (Assurance) telah sejalan dengan harapan 
masyarakat, namun ternyata pada dimensi Empati (Emphaty) belum memenuhi harapan 
masyarakat sehingga masih perlu dibenahi. 
 
Kata Kunci : Pelayanan Publik, Kualitas Pelayanan, Puskesmas Keputih 
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ABSTRACT 

 
 

The Surabaya City Government conducted a Community Satisfaction Survey among 

health service users. There are results from the Community Satisfaction Index (IKM) of 
Community Health Centers from 2020 to 2023 which have fluctuated, but tend to 
increase. However, there are several findings related to the implementation of health 
services at the Keputih Health Center, Sukolilo District, Surabaya City. So the problem 
formulation is "What is the quality of public services at the Keputih Health Center, 
Sukolilo District, Surabaya City?". The aim of this research is to describe and determine 

the quality of public services at the Keputih Health Center, Sukolilo District, Surabaya 
City. 

         This research is a qualitative descriptive research with data collection techniques 
in the form of observation, interviews and documentation. The focus of the research is 1. 
Tangible / Visible / Touchable (Tangibles); 2. Reliability/Reliability (Realibility); 3. 
Responsiveness/Responsiveness (Responsiviness); 4. Confidence/Guarantee 

(Assurance); and 5. Empathy (Empathy). This research used research informants 
consisting of functional officials tasked with providing services at the Keputih 
Community Health Center, Sukolilo District; administrative staff at the Keputih 
Community Health Center, Sukolilo District; and community users of health services at 
the Keputih Community Health Center, Sukolilo District as primary data sources. The 
data analysis technique used by researchers is descriptive data analysis. 

The results of the research show that: (1) The quality of health services at the Keputih 

Community Health Center, Sukolilo District is seen from the 
Tangible/Visible/Touchable dimensions (Tangibles); 2. Reliability/Reliability 
(Realibility) Responsiveness/Responsiveness (Responsiviness); 4. 
Confidence/Guarantee (Assurance) has been in line with community expectations, but it 
turns out that the Empathy dimension has not met community expectations so it still 
needs to be improved. 

 

Keywords: Public Services, Service Quality, Keputih Health Center 

 

 


