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ABSTRAK

Tujuan dari penelitian ini adalah untuk mengetahui bagaimana kualitas
pelayanan yang diberikan di Puskesmas Lamongan mempengaruhi kepuasan
pasiennya. Dalam penyelidikan ini, metode kuantitatif digunakan. Data
dikumpulkan menggunakan prosedur sampel acak. Penyebaran kuesioner kepada
responden merupakan metode utama pengumpulan data. Pasien yang pernah
mendapat perawatan di Puskesmas Lamongan ikut serta dalam survei ini. Pasien
yang check in di meja registrasi Puskesmas Lamongan merupakan populasi
penelitian, kemudian diambil sampel acak sebanyak 100 partisipan. Statistik IBM
SPSS digunakan untuk analisis statistik data menggunakan regresi linier berganda.
Penelitian terbaru yang dilakukan di Puskesmas Lamongan menunjukkan bahwa
Bukti Langsung tidak banyak berpengaruh terhadap kepuasan pasien. Demikian
pula di Puskesmas Lamongan, tidak terdapat hubungan yang signifikan secara
statistik antara keandalan dan kepuasan pasien. Kebahagiaan pelanggan Puskesmas
Lamongan tidak dipengaruhi secara signifikan oleh janji. Selain itu, daya tanggap
petugas Puskesmas Lamongan sangat mempengaruhi kebahagiaan pasiennya.
Kebahagiaan pelanggan di Puskesmas Lamongan dapat ditingkatkan melalui
penanaman empati. Penelitian ini menyarankan agar Puskesmas Lamongan
meningkatkan kinerjanya untuk mencapai hasil yang optimal dengan lebih
memperhatikan bukti langsung, keandalan, dan jaminan. Jika Anda menginginkan
hasil terbaik dari kualitas yang Anda hasilkan, Anda juga harus mengingat
pentingnya bersikap responsif dan berempati.

Kata Kunci : Bukti Langsung, Kehandalan, Jaminan, Daya tanggap, Empati
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ABSTRACT

The goal of this research was to examine how the quality of care provided at the
Lamongan Health Centre affects the satisfaction of its patients. In this investigation,
a quantitative method was used. Data is gathered using a random sample
procedure. Distribution of questionnaires to respondents is the primary method of
data collection. Patients who have received care at the Lamongan Health Centre
participated in this survey. Patients who checked in at the Lamongan Health Centre
registration desk comprised the study population, from which a random sample of
100 participants was drawn. IBM SPSS statistics is used for the statistical analysis
of the data using multiple linear regression. Recent studies conducted at the
Lamongan Health Centre have shown that Direct Evidence has little to no effect on
patient satisfaction. Similarly, at the Lamongan Health Centre, there is no
statistically significant relationship between reliability and patient satisfaction. The
happiness of Lamongan Health Centre customers is not significantly affected by
promises. In addition, the responsiveness of the Lamongan Health Centre staff
greatly influences the happiness of their patients. Customer happiness at the
Lamongan Health Centre may be greatly improved via the cultivation of empathy.
This study suggests that the Lamongan Health Centre should improve its
performance for optimal outcomes by paying more attention to direct evidence,
reliability, and guarantees. If you want the best possible outcomes from the quality
you generate, you must also remember the significance of being responsive and
empathetic.

Keywords: Tangibles Reliability, Assurance, Responsiveness, Empathy
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