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ABSTRAK 

Peningkatan jumlah peserta Program Jaminan Kesehatan Nasional (JKN) dan tingginya 

kunjungan pasien rawat jalan di Puskesmas Sedati menuntut peningkatan kualitas pelayanan. 

Meskipun Survei Kepuasan Masyarakat (SKM) menunjukkan hasil sangat baik, masih terdapat 

keluhan masyarakat terkait pelayanan. Penelitian ini bertujuan mendeskripsikan kualitas 

pelayanan pasien rawat jalan Program JKN di Puskesmas Sedati menggunakan model 

SERVQUAL (Service Quality) dari Zeithaml et al. (1990) dalam Hardiyansyah (2018), yang 

meliputi dimensi tangible, reliability, responsiveness, assurance, dan empathy. Penelitian 

menggunakan metode kualitatif dengan pendekatan deskriptif. Data diperoleh melalui 

observasi, dokumentasi, dan wawancara. Hasil penelitian menunjukkan bahwa kualitas 

pelayanan secara umum telah berjalan dengan baik. Dimensi tangible, reliability, dan 

assurance telah diterapkan dengan baik. Dimensi responsiveness masih memerlukan 

peningkatan pada pemanfaatan media pengaduan oleh pasien, sedangkan dimensi empathy 

perlu ditingkatkan melalui konsistensi sikap ramah, sopan, dan santun petugas pada seluruh 

unit pelayanan. Secara keseluruhan, kualitas pelayanan pasien rawat jalan program Jaminan 

Kesehatan Nasional (JKN) di Puskesmas Sedati telah berjalan baik, namun masih diperlukan 

perbaikan pada beberapa aspek agar pelayanan dapat terlaksana secara lebih optimal dan 

konsisten. 

Kata kunci: Kualitas Pelayanan, Rawat Jalan, Peserta Program Jaminan Kesehatan Nasional 

(JKN) 
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ABSTRACT 

The increasing number of participants in the National Health Insurance (JKN) Program 

and the high volume of outpatient visits at Sedati Public Health Center have increased the 

demand for improving service quality. Although the Community Satisfaction Survey (SKM) 

indicated very good results, public complaints regarding service delivery were still reported. 

This study aims to describe the quality of outpatient services for National Health Insurance 

(JKN) participants at Sedati Public Health Center using the SERVQUAL model developed by 

Zeithaml et al. (1990) as cited in Hardiyansyah (2018), which consists of five dimensions: 

tangible, reliability, responsiveness, assurance, and empathy. This study employed a 

qualitative method with a descriptive approach. Data were collected through observation, 

documentation, and interviews. The findings indicate that the overall quality of outpatient 

services has been implemented well. The tangible, reliability, and assurance dimensions were 

found to be well implemented. Meanwhile, the responsiveness dimension still requires 

improvement in encouraging patients to utilize the available complaint mechanisms, while the 

empathy dimension needs enhancement through more consistent friendly, polite, and courteous 

attitudes among staff across all service units. Overall, the quality of outpatient services for 

National Health Insurance (JKN) participants at Sedati Public Health Center has been good; 

however, several aspects still need improvement to ensure more optimal and consistent service 

delivery. 

Keywords: Service Quality, Outpatient Services, National Health Insurance (JKN) 

Participants. 


