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ABSTRAK

Tuberkulosis (TB) merupakan penyebab kematian nomor lima di dunia.
Indonesia menduduki peringkat kedua penyumbang kasus TB terbesar di dunia
setelah India.Menurut laporan Dinas Kesehatan Jawa Tengah pada tahun 2014,
Kabupaten Banyumas menduduki peringkat ketiga penyumbang kasus TB
terbesar di Jawa Tengah.Berdasarkan hasil survey nasional tahun 2010
menunjukkan bahwa lebih banyak penderita TB yang berobat di Non Government
Health Service (NGHS) daripada Government Health Service (GHS).Pasien
sekarang cenderung kritis dan menuntut pelayanan berkualitas baik di pelayanan
kesehatan baik NGHS maupun GHS. Penelitian ini bertujuan untuk mengukur
tingkat kepuasan pasien TB di NGHS Kabupaten Banyumas dan menentukan
prioritas perbaiakn yang perlu dilakukan oleh penyedia layanan TB. Jenis
penelitian ini- yaitu deskripstif.Instrumen penelitian berupa kuisioner yang
dibagikan kepada 72 responden pasien TB yang memenuhi kriteria inklusi.Data
penelitian diolah secara kuantitatif dengan - analisis univariat, Importance-
Performance Analysis (IPA), dan indeks Potential Gain in. Customer Value
(PGCV). Hasil penelitian menunjukkan bahwa tingkat kepuasan pasien berada
pada level kurang puas dengan %tingkat kesesuaian (%TKi) sebesar 85,54%.
Atribut yang manjadi prioritas pertama perbaikan yaitu penjelasan apoteker
mengenai informasi obat dengan nilai indeks PGCV sebesar 3,97. Disarankan
kepada pihak NGHS sebagai salah satu penyedia layanan TB agar memperbaiki
Kinerja sesuai hasil penelitian ini.

Katakunci :Tuberkulosis, Kepuasan Pasien, Importance-Performance Analysis
(IPA), indeks Potential Gain in Customer Value (PGCV

iX

Evaluasi Kualitas Pelayanan... Ratri Rokhani, fakultas farmasi UMP, 2016



ABSTRACT

Tuberculosis (TB) is the fifth leading cause of death in the world.
Indonesia was ranked at the second position of the largest contributor of TB cases
in the world after India. According to data obtained fromHealth Ministry of
Indonesia in 2014, Banyumas Regency was ranked at the third of the largest
contributor of TB cases in Central Java. Based on the results of a national survey
in 2010 showed that more patients with TB were treated in Non Government
Health Service (NGHS) than the Government Health Service (GHS). Patients now
tend to be critical and demanding better quality services in health service at
NGHS and GHS. This study aims to measure the satisfaction level of TB patients
at NGHS in Banyumas Regency and determine the improvement priority needs to
be done by the TB service providers.This type of research is descriptive. The
research instrument is a questionnaire which was distributed to 72 respondents of
TB patients who included in inclusion criteria. Data were analyzed quantitatively
by univariate analysis, Importance-Performance Analysis (IPA), and the index
Potential Gain in Customer Value (PGCV). The results showed that the level of
patient satisfaction at the level of less satisfied with% conformity rate (%TKi)
amounted to 85.54%. The attributes that being the first priority improvements is
explanation regarding drug information of pharmacist at PGCV index value of
3.97. It suggested for NGHS as one of the TB service providers in order to
improve performance according to the results of this study.

Keyword :Tuberculosis,Patient Satisfaction, Importance-Performance Analysis
(IPA), indeks Potential Gain in Customer Value (PGCV
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