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ABSTRAK

KUALITAS PROGRAM PELAYANAN JAMINAN KESEHATAN
MASYARAKAT MISKIN (JKMM) DI PUSKESMAS PORONG

KABUPATEN SIDOARJO

Nofiro Bening Dwi Wangkasa
NPM. 21041010268

Meningkatnya kebutuhan pelayanan kesehatan bagi masyarakat miskin menjadi
perhatian pemerintah daerah dalam menjamin akses layanan kesehatan yang
merata, terutama bagi masyarakat yang belum seluruhnya tercakup dalam program
BPJS Kesehatan kategori Penerima Bantuan luran (PBI). Kondisi tersebut menjadi
urgensi pelaksanaan Program Jaminan Kesehatan Masyarakat Miskin (JKMM)
sebagai bentuk jaminan kesehatan daerah di Sidoarjo. Penelitian ini bertujuan untuk
mengetahui kualitas pelayanan JKMM di Puskesmas Porong. Penelitian
menggunakan metode deskriptif kualitatif dengan teknik pengumpulan data melalui
wawancara, observasi, dan dokumentasi. Analisis penelitian menggunakan teori
kualitas pelayanan menurut Zeithaml yang terdiri atas lima dimensi, yaitu bukti
fisik (tangible), kehandalan (reliability), daya tanggap (responsiveness), jaminan
(assurance), dan empati (empathy). Hasil penelitian menunjukkan bahwa kualitas
pelayanan JKMM di Puskesmas Porong secara umum layanan yang dijalankan
sesuai dengan standar pelayanan yang berlaku. Namun, masih perlu adanya
peningkatan kualitas pelayanan agar berjalan optimal. Dimensi bukti fisik
(tangible) ditunjukkan melalui ketersediaan fasilitas pelayanan, meskipun ruang
tunggu masih terbatas. Dimensi kehandalan (reliability) terlihat dari pelayanan
yang sesuai prosedur dan informasi yang mudah dipahami. Dimensi daya tanggap
(responsiveness) tercermin dari kecepatan petugas dalam melayani pasien,
meskipun pada kondisi tertentu atau sedang ramai berdampak pada penumpukan
antrean. Dimensi jaminan (assurance) dibuktikan dengan adanya jaminan biaya
pelayanan berdasarkan kebijakan pemerintah daerah, meskipun masih diperlukan
adanya sosialisasi pada masyarakat agar mengetahui hak mereka, sedangkan
dimensi empati (empathy) terlihat dari sikap ramah dan perhatian petugas kepada
pasien.

Kata Kunci: Kualitas Pelayanan Publik, JKMM Sidoarjo, Puskesmas Porong
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ABSTRAC

QUALITY OF THE HEALTH INSURANCE SERVICE PROGRAM FOR THE
POOR (JKMM) AT THE PORONG COMMUNITY HEALTH CENTER,

SIDOARJO REGENCY

Nofiro Bening Dwi Wangkasa
NPM. 21041010268

The increasing need for health services for the poor has become a concern for the
local government in ensuring equitable access to health services, especially for
those not yet fully covered by the BPJS Kesehatan program in the Premium
Assistance Recipient (PBI) category. This condition has become an urgent need for
the implementation of the Poor Community Health Insurance Program (JKMM) as
a form of regional health insurance in Sidoarjo. This study aims to determine the
quality of JKMM services at the Porong Community Health Center. The study used
a qualitative descriptive method with data collection techniques through interviews,
observation, and documentation. The research analysis used Zeithaml's service
quality theory which consists of five dimensions, namely physical evidence
(tangible), reliability (reliability), responsiveness (responsiveness), assurance
(assurance), and empathy (empathy). The results of the study indicate that the
quality of JKMM services at the Porong Community Health Center in general, the
services provided are in accordance with applicable service standards. However,
there is still a need to improve the quality of services to run optimally. The
dimension of physical evidence (tangible) is shown through the availability of
service facilities, although the waiting room is still limited. The dimension of
reliability (reliability) is seen from services that comply with procedures and easy-
to-understand information. The responsiveness dimension is reflected in the speed
of staff in serving patients, even under certain conditions or during busy times,
which can lead to queue congestion. The assurance dimension is demonstrated by
the guarantee of service costs based on local government policy, although further
outreach is still needed to inform the public about their rights. The empathy
dimension is demonstrated by the staff's friendly and attentive attitude toward
patients.

Keywords: Public Service Quality; JKMM Sidoarjo; Porong Community Health
Center
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