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ABSTRAK 

Kualitas Pelayanan Kesehatan Rawat Jalan di Puskesmas Kecamatan Turi 

Kabupaten Lamongan 

Sanindita Qolbiyan Hariroh 

21041010175 

 

Pelayanan kesehatan merupakan hak fundamental setiap individu yang dijamin 

dalam UUD 1945 dan menjadi tanggung jawab pemerintah dalam mewujudkan 

kesejahteraan masyarakat. Puskesmas sebagai fasilitas pelayanan kesehatan primer 

memiliki peran strategis dalam memberikan pelayanan kesehatan yang berkualitas, 

terjangkau, dan merata kepada masyarakat. Penelitian ini bertujuan untuk 

menganalisis dan mendeskripsikan kualitas pelayanan kesehatan rawat jalan di 

Puskesmas Kecamatan Turi Kabupaten Lamongan berdasarkan lima dimensi 

kualitas pelayanan model SERVQUAL, yaitu Tangibles (bukti fisik), Reliability 

(kehandalan), Responsiveness (daya tanggap), Assurance (jaminan), dan Empathy 

(empati). Penelitian ini menggunakan pendekatan kuantitatif dengan desain 

deskriptif. Populasi penelitian adalah seluruh pasien rawat jalan di Puskesmas 

Kecamatan Turi dengan rata-rata kunjungan 3.159 orang dalam 6 bulan terakhir 

tahun 2023. Menggunakan rumus Slovin dengan taraf kesalahan 10%, diperoleh 

sampel sebanyak 100 responden yang dipilih melalui teknik random sampling. 

Instrumen penelitian berupa kuesioner dengan skala Likert empat poin yang telah 

diuji validitas dan reliabilitas. Hasil penelitian menunjukkan bahwa karakteristik 

responden didominasi oleh perempuan (54%) dan kelompok usia 21-30 tahun 

(70%). Seluruh dimensi kualitas pelayanan berada dalam kategori berkualitas 

dengan persentase persetujuan: Tangibles (75%), Reliability (75%), 

Responsiveness (75%), Assurance (77%), dan Empathy (78%). Secara keseluruhan, 

73% responden menilai kualitas pelayanan kesehatan rawat jalan berkualitas, 24% 

menilai sangat berkualitas, dan hanya 3% yang menilai kurang berkualitas. 

Penelitian ini menyimpulkan bahwa kualitas pelayanan kesehatan rawat jalan di 

Puskesmas Kecamatan Turi telah mencapai standar berkualitas sesuai ekspektasi 

pasien, meskipun masih terdapat aspek yang memerlukan perbaikan khususnya 

terkait teknologi, peralatan, dan simplifikasi alur pelayanan. 

Kata Kunci: Kualitas Pelayanan, Pelayanan Kesehatan, Pelayanan Rawat Jalan, 

Servqual. 
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ABSTRACT 

The Quality of Outpatient Health Services at the Turi Subdistrict Health Center 

in Lamongan Regency 

Sanindita Qolbiyan Hariroh 

  21041010175 

 

Healthcare is a fundamental right of every individual guaranteed by the 1945 

Constitution and is the responsibility of the government to ensure the well-being of 

the community. Community health centers, as primary healthcare facilities, play a 

strategic role in providing quality, affordable, and equitable healthcare services to 

the community. This study aims to analyze and describe the quality of outpatient 

health services at the Turi Subdistrict Health Center in Lamongan Regency based 

on the five dimensions of service quality in the SERVQUAL model, namely 

Tangibles (physical evidence), Reliability (Reliability), Responsiveness 

(Responsiveness), Assurance (Assurance), and Empathy (Empathy). This study uses 

a quantitative approach with a descriptive design. The study population consists of 

all outpatient patients at the Turi Subdistrict Health Center, with an average of 

3,159 visits in the last six months of 2023. Using the Slovin formula with a 10% 

error rate, a sample of 100 respondents was selected through random sampling. 

The research instrument was a questionnaire with a four-point Likert scale that had 

been tested for validity and Reliability. The results showed that the characteristics 

of the respondents were dominated by women (54%) and the 21-30 age group 

(70%). All dimensions of service quality were categorized as high quality, with 

approval percentages as follows: Tangibles (75%), Reliability (75%), 

Responsiveness (75%), Assurance (77%), and Empathy (78%). Overall, 73% of 

respondents rated the quality of outpatient health services as good, 24% rated it as 

very good, and only 3% rated it as poor. This study concluded that the quality of 

outpatient health services at the Turi District Health Center has reached the quality 

standards expected by patients, although there are still aspects that need 

improvement, particularly related to technology, equipment, and simplification of 

service procedures. 

Keywords: Service Quality, Healthcare Services, Outpatient Services, Servqual.  
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