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ABSTRAK 

 

Judul laporan akhir ini adalah Analisis Kualitas Pelayanan Terhadap Tingkat 

Kepuasan Pasien pada Klinik Citra Utama Palembang. Penelitian tersebut 

bertujuan untuk menganalisis kualitas pelayanan terhadap tingkat kepuasan pasien 

yang diukur berdasarkan Bukti Fisik, Kehandalan, Ketanggapan, Jaminan dan 

Empat, serta dimensi kualitas pelayanan mana yang paling dominan. Penelitian ini 

menggunakan data primer dan sekunder. Data sekunder diperoleh dari berbagai 

sumber seperti buku dan jurnal.  Data primer diperoleh dengan menyebarkan 

kuesioner kepada responden, diperoleh jumlah sampel sebanyak 100 responden. 

Hasil penelitian menunjukkan bahwa kualitas pelayanan berpengaruh positif 

terhadap kepuasan pasien. Hal tersebut dapat dilihat dari hasil dimensi bukti fisik 

yaitu 83,7%, kehandalan 84,4%, ketanggapan 83,2%, jaminan 80,8% dan empati 

79,2%. Dimensi yang paling dominan yaitu Kehandalan. Sedangkan dimensi yang 

sangat rendah yaitu Empati. Oleh karena itu, untuk dimasa yang akan datang 

dimensi tersebut perlu ditingkatkan lagi keberadaanya, agar pasien akan tetap 

merasa puas. 

 

Kata kunci: Tingkat Kepuasan Pasien, Bukti Fisik, Kehandalan, Ketanggapan,  

  Jaminan dan Empati. 
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ABSTRACT 

 

This final report entittled is analysis of service quality on patient satisfaction 

levels at the clinic Citra Utama Palembang. The study aims to analysis service 

quality on patient satisfaction levels which’s measured based by tangibles, 

reliability, responsiveness, assurance and empathy, and which dimension of 

service quality is the most dominant. Both primary and secondary data were 

employed in this study. Secondary data were obtained from various sources such 

books and journal. Primary data were gained by distributing questionnaire to the 

respondents, a total sample of 100 respondents. The result of the study showed 

that service quality has a positive effect on patient satisfaction. It can be seen 

from the dimension result of tangibles is 83,7%, reliability 84,4%, responsiveness 

83,2%, assurance 80,8% and empathy 79,2%. The dominant dimension is 

reliability. On the other hand, the very low dimension is empathy. Therefore, for 

the future of theses dimension need to be improved, so that the patient remains 

satisfied. 

 

Keywords: patient satisfaction, tangibles, reliability, responsiveness   

 assurance and empathy 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xi 

 

DAFTAR ISI 

 

Halaman 

HALAMAN JUDUL .................................................................................  i 

HALAMAN PERSETUJUAN LAPORAN AKHIR .............................  ii 

SURAT PERNYATAAN .......................................................................... iii 

HALAMAN LEMBAR  PENGESAHAN ............................................... iv 

MOTTO DAN PERSEMBAHAN ........................................................... v 

KATA PENGANTAR ..............................................................................  vi 

UCAPAN TERIMA KASIH ....................................................................  vii 

ABSTRAK ................................................................................................. ix 

ABSTRACT .............................................................................................. x 

DAFTAR ISI ............................................................................................. xi 

DAFTAR GAMBAR ................................................................................  xiv 

DAFTAR TABEL ..................................................................................... xv 

DAFTAR LAMPIRAN .............................................................................  xvi 

 

BAB I PENDAHULUAN 

1.1 Latar Belakang Pemilihan Judul  ............................................  1 

1.2 Rumusan Masalah  ..................................................................  4 

1.3 Ruang Lingkup Pembahasan  .................................................  4 

1.4 Tujuan dan Manfaat Penelitian  ..............................................  4 

1.4.1 Tujuan Penelitian  ..........................................................  4 

1.4.2 Manfaat Penelitian  ........................................................  5 

1.5 Metodologi Penelitian  ...........................................................   5 

1.5.1 Ruang Lingkup Penelitian  ............................................  5 

1.5.2 Jenis dan Sumber Data  .................................................  6 

1.5.3 Metode Pengumpulan Data  ..........................................  6 

1.5.4 Populasi dan Sampel  ....................................................  7 

1.5.5 Analisis Data  ................................................................  10 

1.5.6 Kerangka Konseptual  ...................................................  13 



xii 

 

BAB II TINJAUAN PUSTAKA 

2.1 Pemasaran  ...........................................................................  14 

2.1.1 Pengertian Pemasaran  ...............................................  14 

2.2 Pasien .... ..............................................................................  15 

2.3 Klinik  ..................................................................................  15 

2.3.1 Pengertian Klinik  ......................................................  15 

2.3.2 Jenis Klinik  ...............................................................  15 

2.4 Jasa ... ............................................................................... ...  16 

2.4.1 Pengertian Jasa  .........................................................  16 

2.4.2 Konsep Pemasaran Jasa  ............................................  16 

2.4.3 Karakteristik Jasa  ......................................................  17 

2.5 Kualitas Pelayanan  ..............................................................  18 

2.5.1 Pengertian Kualitas Pelayanan  ................................  18 

2.5.2 Dimensi Kualitas Pelayanan  ....................................  18 

2.6 Kepuasan Pelanggan  ............................................................  19 

2.6.1 Pengertian Kepuasan Pelanggan  ..............................  19 

2.6.2 Faktor-faktor Kepuasan Pelanggan  .........................  20 

2.6.3 Mengukur Kepuasan Pelanggan  ..............................  22 

 

BAB III KEADAAN UMUM PERUSAHAAN 

3.1 Sejarah Singkat Klinik Citra Utama Palembang  .................  24 

3.2 Visi Misi, Motto dan Tata Nilai ............................... ...........  25 

3.2.1 Visi ............................... ..............................................  25 

3.2.2 Misi ............................... .............................................  25 

3.2.3 Motto ............................... ...........................................  25 

3.2.4 Tata Nilai ....................................................................  26 

3.3 Struktur Organisasi  .............................................................  27 

3.4 Uraian Tugas ............................... ........................................  28 

3.5 Fasilitas Klinik Citra Utama Palembang .................. ...........  30 

3.6 Profil Responden ............................... ..................................  31 

3.7 Hasil Jawaban Responden ............................... ....................  33 



xiii 

 

BAB IV HASIL DAN PEMBAHASAN  

4.1 Uji Kuesioner  .................................................................. ... 36 

4.1.1 Hasil Uji Validitas  ...................................................  37 

4.1.2 Hasil Uji Reliabilitas  ................................................  42 

4.2 Analisis Kualitas Pelayanan Terhadap Kepuasan Pasien  

pada Klinik Citra Utama Palembang ...................................  43 

4.2.1 Dimensi Bukti Fisik (Tangible)  ...............................   43 

4.2.2 Dimensi Kehandalan (Reliability)  ...........................   47 

4.2.3 Dimensi Ketanggapan (Responsiveness)  .................   50 

4.2.4 Dimensi Jaminan (Assurance)  .................................   54 

4.2.5 Dimensi Empati (Empathy)  .....................................   58 

4.2.6 Kepuasan Pasien  ......................................................     62 

4.3 Dimensi Kualitas Pelayanan yang Paling Dominan  

Terhadap Kepuasan Pasien pada Klinik Citra Utama  

Palembang   ..........................................................................  67 

 

BAB V    KESIMPULAN DAN SARAN 

5.1 Kesimpulan  .........................................................................  69 

5.2 Saran   ...................................................................................  70 

 

DAFTAR PUSTAKA  ................................................................................  71 

 

LAMPIRAN 

 

 

 

 

 

 

 

 



xiv 

 

DAFTAR GAMBAR 

 

Halaman  

Gambar 1.1  Kerangka Konseptual  ..........................................................  13 

Gambar 3.1  Struktur Organisasi Klinik Citra Utama Palembang ............  27 

Gambar 4.1   Hasil Rata-rata Skor Indeks Dimensi Kualitas Pelayanan...  57 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xv 

 

DAFTAR TABEL 

 

Halaman  

Tabel 1.1  Daftar Kunjungan Pasien Tahun 2017-2019  ............................  8 

Tabel 1.2  Skala Pengukuran  .....................................................................  11 

Tabel 1.3  Interprestasikan Skor .................................................................  12 

Tabel 3.1    Daftar Fasilitas Klinik Citra Utama Palembang  .......................  30 

Tabel 3.2  Klasifikasi Responden Berdasarkan Jenis Kelamin  .................  31 

Tabel 3.3  Klasifikasi Responden Berdasarkan Usia .................................  32 

Tabel 3.4 Klasifikasi Responden Berdasarkan Jenis Pekerjaan  ..............  32 

Tabel 3.5 Hasil Jawaban Responden  .......................................................  33 

Tabel 4.1 Hasil Uji Validitas Bukti Fisik (Tangible) (X1)  ......................  37 

Tabel 4.2  Hasil Uji Validitas Kehandalan (Reliability) (X2)  ...................  38 

Tabel 4.3  Hasil Uji Validitas Ketanggapan (Responsiveness) (X3)  ........  39 

Tabel 4.4  Hasil Uji Validitas Jaminan (Assurance) (X4)  ........................  39 

Tabel 4.5  Hasil Uji Validitas Empati (Empathy) (X5)  .............................  40 

Tabel 4.6  Hasil Uji Validitas Kepuasan Pasien (Y)  ................................  41 

Tabel 4.7  Hasil Uji Reliabilitas  ...............................................................  42 

Tabel 4.8 Daftar Pernyataan Dimensi Bukti Fisik (Tangible)  .................  43 

Tabel 4.9  Daftar Pernyataan Dimensi Kehandalan (Reliability) ..............  47 

Tabel 4.10  Daftar Pernyataan Dimensi Ketanggapan (Responsiveness)  ...  50 

Tabel 4.11  Daftar Pernyataan Dimensi Jaminan (Assurance)  ...................  54 

Tabel 4.12 Daftar Pernyataan Dimensi Empati (Empathy)  .......................  58 

Tabel 4.13 Daftar Pernyataan Kepuasan Pasien  .......................................   62 

Tabel 4.14 Persentase pada Setiap Dimensi  ..............................................  65 

 

 

 

 

 

 



xvi 

 

 

 

 

 

 

 

 

DAFTAR LAMPIRAN 

 

Lampiran 1 Surat Permohonan Pengambilan Data  

Lampiran 2 Surat Izin Pengambilan Data  

Lampiran 3 Surat Balasan Izin Pengambilan Data  

Lampiran 4  Lembar Kunjungan Mahasiswa 

Lampiran 5 Surat Kesepatakan Bimbingan Laporan Akhir Pembimbing I 

Lampiran 6  Surat Kesepatakan Bimbingan Laporan Akhir Pembimbing II 

Lampiran 7 Lembaran Bimbingan Laporan Akhir Pembimbing I 

Lampiran 8  Lembaran Bimbingan Laporan Akhir Pembimbing II 

Lampiran 9  Surat Pernyataan Bimbingan Laporan Akhir 

Lampiran 10 Rekomendasi Ujian Laporan Akhir 

Lampiran 11  Lembar Revisi Ujian Laporan Akhir 

Lampiran 12 Wawancara 

Lampiran 13 Kuesioner Penelitian 

Lampiran 14 Data Hasil Jawaban Responden 

Lampiran 15 Hasil SPSS 


