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ABSTRAK

Data kepuasan pasien sangat penting untuk memberi gambaran kualitas
pelayanan di tempat pelayanan kesehatan. BPJS Kesehatan sudah berjalan satu
tahun dan perlu ada evaluasi pelaksanaannya di Provider Tingkat Pertama.
Penelitian ini bertujuan mendeskripsikan tingkat kepuasan pasien BPJS Bukan
Penerima Bantuan luran (NON PBI) dan memaparkan adanya pengaruh dimensi
kualitas pelayanan terhadap kepuasan pasien BPJS NON PBI di pelayanan Dokter
Keluarga di Kecamatan Laweyan Surakarta. Desain penelitian ini deskriptif analitik
dengan analisis kualitatif dan kuantitatif. Kuesioner pada 100 responden pasien
BPJS NON PBI di Pelayanan Dokter Keluarga di Kecamatan Laweyan Surakarta
dengan skala Likert. Deskripsi tingkat kepuasan menggunakan analisa Gap yang
digambarkan dalam diagram Kartesius. Penelitian pengaruh dimensi kualitas
pelayanan terhadap kepuasan menggunakan uji regresi linier berganda, uji
koefisiensi regresi. Hasil penelitian ini yaitu tingkat kepuasan pasien BPJS NON PBI
sudah terpenuhi tetapi ada satu atribut yang masuk Kuadran A vyaitu waktu
pelayanan yang harus lebih diperhatikan. Dimensi empaty memberikan tingkat
kepuasan tertinggi dan reliability adalah dimensi yang tingkat kepuasannya
terendah. Dimensi kualitas pelayanan: reliability, responsiveness, assurance,
empathy dan tangibles mempunyai pengaruh yang signifikan terhadap kepuasan
pasien BPJS Non PBI.

Kata kunci: Kepuasan pasien, Kualitas pelayanan, Dokter Keluarga BPJS Kesehatan
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ABSTRACT

Information patient satisfaction is very important because it can be a
description of the quality of care in the health service. National Health Insurance
Program in Indonesia by BPJS Health, which has been running one year there should
be an evaluation implementation in particular in the Provider of First Instance. This
study aims to describe the level of patient satisfaction who pay BPJS health
insurance contributions (BPJS NON PBI) and expose the influence of the dimensions
of service quality on patient satisfaction BPJS NON PBI at family Physician in
district Laweyan Surakarta. Methods used descriptive analytic with qualitative
analysis and quantitative analysis. Using questionnaires 100 respondents of patient
satisfaction BPJS NON PBI at family Physician in district Laweyan Surakarta with
Likert scale. Analysis description the level of satisfaction using Gap analysis and
described in the Cartesius diagram. Analysis influence the dimensions of service
quality on patient satisfaction using multiple linear regression, regression coefficient
test. Results is the level of patient satisfaction BPJS NON PBI at family Physician in
district Laweyan Surakarta has been fulfilled but there is one attribute in Quadrant A
namely time of service that must be considered. Empaty provide the highest level of
satisfaction and the lowest level of satisfaction is reliability. The dimensions of
service quality: reliability, responsiveness, assurance, empathy and tangibles has a
significant relationship to client satisfaction BPJS Non PBI at family Physician in
district Laweyan Surakarta.

Keywords: patient satisfaction, quality of service, Family Physician of BPJS Health
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