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ABSTRAK 

 

Judul Laporan Akhir ini adalah “Strategi Humas Puskesmas Kertapati Dalam 

Meningkatkan Pelayanan Prima Pada Pasien Badan Penyelenggara Jaminan Sosial 

(BPJS) Kesehatan”,Studi kasus pada pasien BPJS di Puskesmas Kertapat,.  beralamat 

Jalan Abikusno Cokro Suyoso No.335 Kel. Kemang Agung Kec. Kertapati 

Palembang Sumatera Selatan 30258. Tujuan penelitian ini adalah mengetahui 

Strategi Humas Puskesmas Kertapati dalam meningkatkan Pelayanan Prima 

(khususnya kepada pasien BPJS). Teori-teori yang dianggap relevan dalam penelitian 

ini adalah Strategi, Humas, Fungsi Humas, Peran Humas, Puskesmas, Pelayanan 

Prima, BPJS (Kesehatan). Penelitian ini menggunakan kualitatif adapun teknik 

pengumpulan data yang digunakan adalah metode wawancara, observasi dan survei 

sebagai data primer serta sumber literatur sebagai data sekunder. Informasi dalam 

penelitian ini yaitu 3 orang Kepala TU, 2 orang pasien BPJS.  Penelitian 

menghasilkan Strategi Humas Puskesmas Kertapati dalam meningkatkan Pelayanan 

Prima pada pasien yaitu melakukan survei kepuasan pasien, kemudian membuat 

laporannya setiap akhir bulan kepada direksi untuk berdiskusi bersama untuk 

menentukan langkah-langkah yang dapat dilakukan untuk mencapai kepuasan pasien. 

Faktor-faktor yang menghambat Humas Puskesmas Kertapati dalam meningkatkan 

kepuasan pasien yaitu hambatan dalam komunikasi, emosi pasien dan kurangnya 

pengetahuan pasien terhadap prosedur dan peraturan BPJS yang berlaku di 

Puskesmas Kertapati.  

Kata Kunci: Strategi Humas, Pelayanan Prima, Kepuasan Konsumen, BPJS 

Kesehatan.  
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ABSTRACT 

 

 

Tittle of the last thesis is "Kertapati hospital's public relation strategi for upgrading 

serve to patient health insurance (BPJS)",special study for patient BPJS in kertapati 

hospital). Information to get from kertapati hospital at abikysno cokro Suyoso street 

No. 335 kemang agung, kertapati, Palembang, south sumatra 30258. The poin of 

research is to knowing Kertapati hospital's public relation for optimal serveing 

(special for patient BPJS). The relevan theory in this research is strategic, public 

relation, public relation function, role of public relation, hospital, high serve, BPJS 

(health insurance). To get information, the research use some method is interview 

method, observation and survey for  premier data and also literature for secunder 

data. the information in this research is 3 people head administration, and 2 people 

patient BPJS. Base point of research, get the conclusion about Kertapati hospital's 

public relation strategic for upgrade patience service is to do satisfaction survey 

patient, and then making a report  every last month to direction for discusion and 

make step by step to get satisfaction patient. inhibited factor of Kertapati hospital's 

public relation for upgrade satisfactio patient is inhibited communication, emocional 

patient and low knowledge patient about procedure and BPJS rules apicable of 

kertapati hospital. 

keyword : strategic of public relation, high serve, satisfaction customer, healt 

insurance BPJS 

 

 

 

 

 

 

 

 

 

 

 

 



xi 

 

DAFTAR ISI 

 

 

Halaman 

 

 

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

 

HALAMAN PERSETUJUAN.......................................................................  ii 

 

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

 

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

 

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

 

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

 

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

 

ABSTRACT ....................................................................................................  ix 

 

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

 

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

 

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

 

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

 

BAB I  PENDAHULUAN 
 

1.1 Latar Belakang  ............................................................................. 1 

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

1.3 Ruang Lingkup dan Batasan Masalah  ......................................... 4 

a. Ruang Lingkup  ...................................................................... 4 

b. Batasan Masalah  .................................................................... 5 

1.4 Tujuan Penelitian .......................................................................... 5 

1.5 Manfaat Penelitian  ....................................................................... 5 

1.6 Metodologi Penelitian  ................................................................. 5 

1.6.1 Ruang Lingkup Penelitian  .................................................. 5 

1.6.2 Jenis dan Sumber Penelitian  ............................................... 6 

1.6.3 Metode Penelitian  ............................................................... 6 

1.  Pengumpulan Data Primer  ........................................ 6 

2. Pengumpulan Data Sekunder  ..................................... 7 

1.6.4 Populasi dan Sampel  ...........................................................  7 

1. Populasi  ......................................................................  7 

2. Sampel .........................................................................  8 

1.7 Analisis Data  ...............................................................................  9 



xii 

 

1. Metode Kualitatif   ..................................................................  9 

2. Metode Kuantitatif   ................................................................  10 

 

 

BAB II TINJAUAN PUSTAKA 

2.1 Landasan Teori ............................................................................... 12 

2.1.1 Pengertian Strategi  ..................................................... 13 

2.1.2 Pengertian Humas   ..................................................... 13 

2.1.3 Fungsi Humas  ............................................................ 14 

2.1.4 Peran Humas  .............................................................. 14 

2.1.5 Pengertian Puskesmas  ................................................ 16 

2.1.6 Pelayanan Prima  ........................................................ 16 

2.1.7 Pengertian BPJS  .........................................................  18 
 

 

BAB III GAMBARAN UMUM PUSKESMAS  
 

  3.1  Sejarah Puskesmas Kertapati Kota Palembang  ........................... 19 

 3.2    Fasilitas Pelayanan Kesehatan ...................................................... 19 

 3.3    Fasilitas Penunjang Pelayanan Kesehatan .................................... 25 

   3.3.1 Visi ...................................................................................... 25 

   3.3.2 Misi  ..................................................................................... 25 

   3.3.3 Kebijakan Mutu  .................................................................. 25 

   3.3.4 Nilai  ....................................................................................  25 

 3.4  Ketenagaan atau Staff  .................................................................. 26 

 3.5 Struktur Organisasi  ...................................................................... 28 

 3.6 Fungsi dan Tugas Pokok Jabatan ................................................. 31 

 
 

BAB IV HASIL DAN PEMBAHASAN 
 

 4.1 Identifikasi Responden ……………………………………… .... 33 

 4.2 Strategi Humas Kesehatan Puskesmas Kertapati dalam  

  Meningkatkan Pealyanan Prima pada Pasien BPJS ………. ....... 35 

4.3 Bagaimana Strategi dilaksanakan dalam upaya untuk 

meningkatkan Pelayanan Prima pada pasien BPJS............ 46 

a. Perencanaan  ............................................................... 46 

b. Pelaksanaan   .................................................................  50 

c. Pengawasan  ................................................................ 52 

  

    

BAB  V PENUTUP 
 

 4.1  Kesimpulan ................................................................................... 54 

 4.2  Saran ............................................................................................. 55 
 

 

DAFTAR PUSTAKA 

LAMPIRAN 



xiii 

 

DAFTAR GAMBAR 

 

 Halaman 

 

Gambar 3.1  Struktur Organisasi Puskesmas Kertapati  ..................................... 30 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xiv 

 

DAFTAR TABEL 

 

 Halaman 

 

Tabel 1.1   Daftar Kunjungan Pasien  .............................................................. 3 

Tabel 1.2 Skala Pengukuran  .........................................................................   9 

Tabel 1.3 Interpretasi Skor  ............................................................................  10 

Tabel 3.1 Daftar Pegawai Puskesmas Kertapati  ...........................................  26 

Tabel 4.1   Responden Jenis Kelamin .............................................................. 33 

Tabel 4.2   Responden Berdasarkan Usia  ....................................................... 33 

Tabel 4.3   Responden Pekerjaan ..................................................................... 34 

Tabel 4.4   Responden Kemampuan ................................................................  35 

Tabel 4.5   Responden Sikap ............................................................................ 37 

Tabel 4.6   Responden Penampilan .................................................................. 39 

Tabel 4.7   Responden Perhatian ...................................................................... 40 

Tabel 4.8   Responden Tindakan ...................................................................... 42 

Tabel 4.9   Responden Tanggung Jawab ......................................................... 45 

Tabel 4.10 Daftar Pegawai Puskesmas Mengikuti Pelatihan ........................... 49 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xv 

 

DAFTAR LAMPIRAN 

 

 

Lampiran 1 Surat Izin Pengambilan Data 

Lampiran 2   Surat Balasan Pengambilan Data  

Lampiran 3 Surat Kesepakatan Bimbingan Laporan Akhir Pembimbing I 

Lampiran 4   Surat Kesepakatan Bimbingan Laporan Akhir Pembimbing II  

Lampiran 5 Lembar Konsultasi Bimbingan Laporan Akhir Pembimbing I 

Lampiran 6   Lembar Konsultasi Bimbingan Laporan Akhir Pembimbing II 

Lampiran 7   Lembar Rekomendasi Ujian Laporan Akhir 

Lampiran 8 Lembar Kunjungan Mahasiswa  

Lampiran 9   Lembar Revisi Ujian Laporan Akhir  

Lampiran 10 Lembar Persetujuan Revisi Laporan Akhir 

Lampiran 11 SOP Alur Pelayanan Pasien 

Lampiran 12 Kuesioner 

Lampiran 13 Wawancara Kepala Tata Usaha 

Lampiran 14 Wawancara Pasien 

Lampiran 15 Surat Keterangan Selesai Pengambilan Data 

 

 

     

 

 

 

 

 

 

 

 

 

 

 


