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ABSTRAK

ISAFANELAPUSPARINGGA. “Kepuasan Pasien Pengguna Badan 
Penyelenggara Jaminan Sosial Peserta Bantuan Iuran (BPJS PBI) dalam 
Menerima Pelayanan Kesehatan di Puskesmas Cilongok II Kabupaten Banyumas 
Tahun 2017”

Latar Belakang: Derajat kesehatan masyarakat miskin di Indonesia masih 
rendah. Pemerintah menjalankan program untuk menjamin kesehatan masyarakat 
miskin dengan menggunakan BPJS PBI, akan tetapi di lapangan masih terdapat 
banyak keluhan mengenai pelayanan kesehatan terhadap  pasien pengguna BPJS 
PBI. (Depkes RI, 2013).
Tujuan Penelitian: Mengetahui gambaran kepuasan dengan aspek: tangibles
(bukti fisik), realibility (kehandalan), responsiveness( ketanggapan), 
assurance(Jaminan), emphaty (empati)  pengguna Badan Penyelenggara Jaminan 
Sosial Peserta Bantuan Iuran (BPJS PBI) dalam menerima pelayanan kesehatan di 
Puskesmas Cilongok II Kabupaten Banyumas Tahun 2017.
Metode Penelitian: Metode kualitatif dengan jenis penelitian fenomenologi. 
Populasi berjumlah 18.241 orang, pengambilan sampel dihentikan jika data sudah 
jenuh, sampel yaitu 6 responden. Pengambilan data menggunakan wawancara 
mendalam. Alat ukur termasuk peneliti sendiri dengan menggunakan pedoman 
wawancara, alat perekam (handphone), dan alat tulis. Analisa data dengan cara 
transkiping, koding, kategorisasi, dan verifikasi data.
Hasil: Pasien BPJS PBI di Puskesmas Cilongok II merasa puas dengan pelayanan 
yang diberikan dalam aspek tangibles (bukti fisik), realibility (kehandalan), 
responsiveness( ketanggapan), assurance(Jaminan), emphaty (empati) .
Kesimpulan: Aspek pelayanan kesehatan tangibles (bukti fisik), realibility
(kehandalan), responsiveness( ketanggapan), assurance(Jaminan), emphaty
(empati)  dapat mempengaruhi kepuasan pasien.
Saran: Diharapkan agar selalu meningkatkan dan mempertahankan kualitas 
pelayanan dan fasilitas penunjang, selain itu juga perlunya penambahan tenaga 
medis yaitu dokter supaya waktu pelayanan bisa lebih maksimal lagi.

Kata kunci: Kepuasan – Pasien – Pengguna – BPJS PBI

xvii+84 hal + 1 tabel + 11 lampiran

Kepustakaan: 35, 2007-2016
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ABSTRACT

ISAFANELAPUSPARINGGA.”The Satisfaction of BPJS PBI Clients in 
Receiving Medical Service in Puskesmas Cilongok, Banyumas in 2017”.

Background: The health of poor people in Indonesia is still low. Goverment has a 
program to assure the health of poor people by using BPJS PBI, but there are still 
many complaints from BPJS PBI clients about the services of BPJS PBI. (Depkes 
RI, 2013).
Objective: To know BPJS PBI clients’ satisfaction from the aspect of tangibility, 
reability, responsiveness, assurance, emphaty, in receiving medical services in
Puskesmas Cilongok II, Banyumas in 2017.
Methods: It was a phenomenology qualitative research. The population was 
18.241 people with 6 respondents taken with saturated sampling technique. For 
data collections, researcher used intense interview. Measurement tool was the 
reasercher herself by using interview as guidance, voice recorder (handphone) and 
stationary. Analysis data used transcripting, coding, catagorization, and data 
verification.
Results: The clients of BPJS PBI in Puskesmas Cilongok II are satisfied with the 
medical service in the aspect of : tangibility, realibility, responsiveness, assurance 
and emphaty.
Conclusion: Medical services aspects which are tangibility, realibility, 
responsiveness, assurance and emphaty would influence the clients’ satisfaction.
Suggestion: Puskesmas Cilongok II is expected to maintain and develop their 
medical services quality and facilities. Besides, there is a need to add more aid 
workers or doctors, so the time of services can be more optimum.

Keyword: Satisfaction – Patient – users of – BPJS PBI

xvii+84 pages + 1 tabels + 11 appendices

Bibliography: 35, 2007-2016
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