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Abstract- The public health care (PHC/Puskesmas) has become the spearhead of basic health services for the community.
In maintaining its quality, the quality of service from PHC needs to be improved so that patient satisfaction can be
achieved. To provide effective services, understanding the needs and desires of patients is very important. This study aims
to identify a picture of patient satisfaction towards Manukan Kulon PHC sevices quality in Surabaya. This study is a
quantitative as well as associative study of causal relationships in outpatients at the Manukan Kulon PHC from January
2021 to February 2021. The sample was taken using the accidental sampling method and obtained 100 outpatients as
respondents. The service quality variable is measured using the Servqual dimension (TERAR) while patient satisfaction
is measured by three behavioural dimensions (overall service satisfaction; recommend to other parties; and return to
using their services). Data collection is done through filling out a questionnaire that has passed the validity and reliability
tests. The data were analysed by the Spearman Rank correlation analysis method. The results indicate that 54% of
respondents are satisfied with the services provided follow by 21% are enough satisfied, 17% are very satisfied, 6% are
dissatisfied and 2% are very dissatisfied. The value of the correlation test is 0.832 which shows that service quality has
very strong positive correlation to patient satisfaction. Therefore, most of the patients have been satisfied with the services
provided by Manukan Kulon PHC Surabaya and improving the quality of service through training can be done to health
care worker in order to provide maximum service to patients.
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INTRODUCTION

The public health care has become a health organization unit as the center for community health stabilizer that
provides curative and preventive services in an integrated, comprehensive and easily accessible manner, within the work
area. The PHC is used as the spearhead of basic health services for the community because of the existence of the PHC
which spreads to all areas in every village, sub-district, and district. The existence of PHC is closer to the community than
hospitals, where there are relatively few hospitals at the sub-district level, mostly at the district or provincial level. The
costs incurred are relatively much cheaper than the costs at the hospital.

PHC as a health service center has two functions, namely the function of general services and the function of clinical
or medical services. The quality of service at the a PHC can be look through from patient perception of the health services
received. This can be obtained from th patient feedback. Each PHC must be able to keep its patients from switching to other
health care centers. One way to maintain it is by improving the service quality then patients will feel satisfied as community
rights (Darmawan, 2019).

Customer satisfaction is the level of a feelings after comparing the perceived performance or results compared
to their expectations (Mardikaningsih, 2021). This can be felt after customers compare their experience in conducting
transactions with previous expectations (Djaelani, 2021). Patient satisfaction as service users is one of the indicators in
assessing the quality of services at the PHC (Padma, 2018). High satisfaction will indicate the success of the PHC in
providing quality health services. To serve the community optimally, the PHC must have human resources who can
provide excellent and satisfying service (Sjamsi, 2004; Darmawan et al., 2020).

Service quality is a strategy that can be used by service providers to attract and retain customers (Djati, 2004;
Masitoh, 2017). Service providers provide quality services and superior service is an important form of strategy because
it will get more new customers (Purnamasari, 2002). Quality is a dynamic condition that can affect products, services,
people, processes, and the environment so that it meets or exceeds an expectation (Djati, 2005). To provide effective
services, it is necessary to understand the needs and desires of patients (Retnowati, 2021). This is an important thing that
affects patient satisfaction. Satisfied patients are very valuable assets because if patients are satisfied, they will continue
to use the services of their choice. but if patients are dissatisfied, they will tell twice as much to others about their bad
experience (Khayru, 2021). Based on the description of the background and the existing problems, this study aims to see
a picture of patient satisfaction with health services at the Manukan Kulon Health Center Surabaya. From the results of
this study, it is expected to improve the quality of service at the PHC, especially at the Manukan Kulon Health Center.
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RESEARCH METHODS

The type of research used in this study is quantitative research as well as causal relationship associative. This
study was conducted at the PHC, so the population of this study is the indefinite population. The population in this
study were patients who had been treated at the Manukan Kulon Health Center from January 2021 to February 2021.
PHC patients included patients who had received treatment, were receiving treatment, and would seek treatment. The
sampling technique used accidental sampling method. There were 100 outpatients who were used as respondents

Service quality in this study is measured using the Servqual dimensions, namely TERAR, tangible, empathy,
responsiveness, assurance, and reliability. Patient satisfaction is measured by three behavioral dimensions, namely
overall service satisfaction; recommend to other parties; and return to using his services (Darmawan & Arifin, 2020).

The data collection method used to obtain data is through filling out a questionnaire. Before the questionnaire
was used, the validity and reliability tests were carried out. The questionnaire in this study was presented in the form
of a stratified scale which was modified according to research related to patient service satisfaction at the Manukan
Kulon PHC Surabaya. The analytical tool is correlation

The data taken is ordinal or ranked, so the analysis used for testing is by using the Spearman Rank correlation
analysis method. Spearman Rank correlation is used to discover a relationship or to assess the relevance of an
associative hypothesis when each variable connected is ordinal and the data sources between variables are not always
the same. This test was used to assess the hypothesis.

RESULTS AND DISCUSSIONS

Based on the test results of the validity of the two variables, 26 items of attribute statements of service quality
and patient satisfaction variables indicate, all of which are valid. Thus, all the attributes of the statement are considered
appropriate to be used to measure the variables of service quality and patient satisfaction.

Based on the service quality reliability test, the results obtained are that the Cronbach alpha value is > 0.60.
Where the service quality instrument as many as 20 items has a Cronbach alpha value of 0.829, which means that all
instruments regarding service quality already have a level of consistency to be used as a questionnaire in this study.The
six-point patient satisfaction instrument has a Cronbach alpha value of 0.746, which means that all instruments regarding
patient satisfaction already have a level of consistency to be used as a questionnaire in this study.

Based on the results of calculations through the SPSS 26 program, it is known that the correlation between
service quality and patient satisfaction has a value of 0.832. This value can be interpreted that the relationship between
service quality and patient satisfaction is positive and very strong. Thus, the results of research on service quality and
patient satisfaction in PHC indicate a very strong and positive relationship. The results of this study are in accordance
with previous research conducted by Cronin et al. (2000); Bowen and Chen (2001); Darmawan (2004); Anwar & Shukur
(2015); Khan & Abdullah (2019); Nikou & Khiabani (2020); Prentice et al. (2020); Fareed (2021); Wiyandarini &
Mardikaningsih (2021); and Handoyo (2021) which shows that there is a significant relationship of service quality to
customer satisfaction.

The average rate of patient satisfaction with outpatient registration center services is based on five service quality
factors. Measurement of patient satisfaction level was carried out on 100 respondents based on a questionnaire containing
26 statement items that had been collected, tabulated and statistical analysis was carried out. Descriptively it was found
that 17% of respondents said they were very satisfied, 54% of respondents said they were satisfied, and 21% of
respondents said they were quite satisfied. There are six respondents who feel dissatisfied, and two respondents feel
dissatisfied. As a result, the majority of patients are satisfied with the PHC's services. The healthcare workers are thought
to be capable of providing good and satisfactory service to patients.

Satisfied patients have an overall feeling of satisfaction with the performance of the service provider. They will
feel satisfied if the work done can be completed well and the results do not disappoint them (Zeithaml, 1988). Those who
are satisfied will also recommend to other parties by sharing the experience with other friends and relatives if the
performance given is very good (Anderson & Sullivan, 1993). Furthermore, they will return to using the services if the
experience they get is satisfactory, of course they will return to using the services of the PHC.

Satisfied patients indicate an indication of dependence or trust in the service process. This includes is action,
deed or performance (Crosshy et al., 1990). In addition, patient satisfaction was identified as an important factor to keep
them using services (Cronin et al., 2000). However, there must still be a need to prepare a strategic plan for managers to
keep growing and continue to be oriented to patient satisfaction. Strategic steps can be started by identifying everything
that keeps the patient satisfied and survives (Wahab, 2017). Day (1994) says that that identifying and meeting customer
needs leads to higher client retention. Clark (1997) stated that Customer retention has the potential to be one of the most
effective weapons available to service providers in their attempt to achieve a strategic edge and deliver services to
communities where demand is growing today. It is critical to comprehend the aspects that influence customer satisfaction
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and the function they might play in developing strategies and goals. Customer retention is a good measure of the
company's objectives. Efforts to develop long-term customer relationships are seen as a crucial prerequisite for most
service providers' economic viability and success today (Berry, 1995; Heskett et al., 1994).

CONCLUSIONS

Most of the outpatients were satisfied with the services provided by the Manukan Kulon Health Center Surabaya.
The results of the analysis show that there is a very strong and positive relationship between service quality and patient
satisfaction. The better the quality of services provided by the PHC, the more patient satisfaction increases.

There is hope that the performance of the health center will always improve and all staff at the Manukan Kulon
health center will always improve competence, including interpersonal skills so that health services can be better.
Furthermore, various shortcomings and obstacles felt by the community must be immediately followed up so that services
can increase and satisfy the community. The head of the PHC should conduct training for health care worker to improve
competence so that they can provide more services with good certainty, can give patients a sense of trust and confidence
in the ability of officers to provide services. Such training needs to be carried out regularly in the long term to achieve
maximum quality of service to patients.

This study can serve as a reference and addition to the literature in the creation of knowledge in the field of
public health management that service quality has a relationship with patient satisfaction at the PHC for future researchers.
Given the study's sample size restrictions, it is suggested that a higher number of participant and variabels of analysis be
used to improve the results in futher research.

REFERENCES

Anderson, EW & Sullivan, M. 1993. The Antecedents and Consequences of Customer Satisfaction for Firms. Marketing Science,12(2), 125-143

Anwar, G., & Shukur, 1. 2015. The Impact of Service Quality Dimensions on Students’ Satisfaction. International Journal of Social Sciences &
Educational Studies, 76.

Berry, LL 1995. Relationship marketing of services-growing interest, emerging COSE: Its impact perspectives. Journal of the Academy of marketing
science, 23(4), 236-45

Bowen, JT, & Chen, SL 2001. The relationship between customer loyalty and customer satisfaction. International Journal of Contemporary Hospitality
Management, 13(5), 213-7.

Bowen, D., N. McNeil, K. Bailey & G. Moore. 2021. Systematic Review of Individual Performance in the Study of Human Resource Management and
Its Measurement, International Journal of Work Innovation, 2(4), 358-372.

Chen, R., F.D. Delli, O.R. Isma, D. Darmawan & F. Delinger. 2015. Consequences of Word of Mouth from the Perspective of WOM Senders, Journal
of Marketing Management, 31(9), 1018-1039.

Clark, M. 1997. Modeling the impact of customer-employee relationships on customer retention rates in a major UK retail bank, management decisions,
35(4), 293-301.

Cronin, J., Brady, M.K, & Hult, G.T.M. 2000. Assessing the effects of quality, value, and customer satisfaction on consumer behavioral intentions in
service environments. Journal of Retailing, 76(2), 193-218.

Crosby, L.A, Evans, K.R & Cowles, D. 1990. Relationship Quality in Services Selling: An interpersonal influence perspective. Journal of marketing, 54, 68-81.

Danesh, S. N., Nasab, S. A., & Kwek Choon, L. 2012. The Study of Customer Satisfaction, Customer Trust and Switching Barriers on Customer
Retention in Malaysia Hypermarkets, International Journal of Business & Management, 7, 141 -150

Darmawan, D. 2004. Pengaruh Kualitas Layanan terhadap Kepuasan Penumpang Kapal Feri Penyeberangan Ujung-Kamal, Jurnal Ekonomi dan Bisnis, 8(2), 39-44.

Darmawan, D. 2019. Product Quality, Brand Awareness and Price and Their Influence on Customer Satisfaction, Journal of Business Administration, 8(2),
75-88. Darmawan, D., R. Mardikaningsih, E. A. Sinambela, S. Arifin, A.R. Putra, M. Hariani, M. Irfan, Y.R. Al Hakim, & F. Issalillah. 2020. The
Quality of Human Resources, Job Performance and Employee Loyalty, International Journal of Psychosocial Rehabilitation, 24(3), 2580-2592.

Darmawan, D. & S. Arifin. 2020. Studi Tentang Persepsi Nilai, Kepuasan dan Retensi Pelanggan Kapal Penyeberangan Ujung —Kamal, Jurnal Baruna
Horizon, 3(1), 198-209. Darmawan, D. & E. Grenier. 2021. Competitive Advantage and Service Marketing Mix, Journal of Social Science
Studies, 1(2), 75-80.

Day, GS 1994. the capabilities of market-driven organizations. Journal of marketing, 58(4), 37-52.

Djaelani, M. & D. Darmawan. 2021. Pengukuran Tingkat Kepuasan Pengguna Jasa Parkir di Pusat Pembelanjaan Royal Plaza Surabaya, Ekonomi,
Keuangan, Investasi dan Syariah, 3(2), 307-311.

Djaelani M., & D. Darmawan. 2021. Analisis Persepsi Kualitas Layanan Kapal Feri. Journal of Trends Economics and Accounting Research, 2(1), 22-25.

Djati, S. Pantja & D. Darmawan. 2004. Pengaruh Kesan Kualitas Layanan, Harga dan Kepuasan mahasiswa PTS terhadap Minat Mereferensi
Kampusnya, Jurnal Widya Manajemen dan Akuntansi, 4(2), 190-204.

Djati, S. Pantja & D. Darmawan. 2005. Pengaruh Kinerja Karyawan terhadap Kepuasan, Kepercayaan, dan Kesetiaan Pelanggan, Jurnal Manajemen
dan Kewirausahaan, 7(1), 48-59.

Fared, MA, D. Darmawan, & M. Khairi. 2021. Contribution of E-Service Quality to Repurchase Intention with Mediation of Customer Satisfaction:
Study of Online Shopping Through Marketplace, Journal of Marketing and Business Research, 1(2), 93-106.

Fatimah, S., AK Wahyudi, E. Retnowati, D. Darmawan, R. Mardikaningsih & M. Kemarauwana. 2018. The Importance of Scale in Attention
Organizations to Issues, Academy of Management Review, 43(2), 217-241.

Gunawan, A., Yuliana, D. Darmawan, & S. Arum. 2012. Manajemen Terapan dan Bisnis, Spektrum Nusa Press, Jakarta.

Handoyo, D. 2021. The Effect of Corporate Image, Location, Price and Service Quality on Customer Satisfaction of J&T Express Delivery Services,
Journal of Marketing and Business Research, 1(1), 25-38.

22

—
| —



Rafadi Khan Khayru, Fayola Issalillah

Hariani, M. 2017. Analisis Respon Pekerja terhadap Pemberdayaan Sumber Daya Manusia di Bagian Pengendalian Kualitas dalam Kegiatan Ekspor Hasil
Produksi Rotan, Jurnal Agrimas, 1(1), 19-28.

Heskett, James L., Thomas O. Jones, Gary W. Loveman, W. Earl Sasser Jr., & Leonard A. Schlesinger. 1994. Putting the service-profit chain to work,
Harvard business review, 72 (March-April), 164-74

Hutomo, S. & D. Darmawan. 2011. Optimalisasi Manajemen Sumber Daya Manusia Menuju Keunggulan Bersaing, Jurnal limu Sosial, 5(1), 13-22

Iskandar, M. & D. Darmawan. 2003. Strategi Pemasaran, IntiPresindo Pustaka, Bandung

Issalillah, F., E. Rachmawati, & M. Kemarauwana. 2021. the Role of Service Quality on Satisfaction of BPJS Participants, Journal of Engineering and
Social Sciences, 1(1), 41-48.

Khairi, M. & D. Darmawan. 2021. The Relationship Between Destination Attractiveness, Location, Tourism Facilities, And Revisit Intentions, Journal
of Marketing and Business Research, 1(1), 39-50.

Khan, S. & Abdullah, N. N. 2019. The effect of ATM service quality on customer’s satisfaction and loyalty: an empirical analysis. RIOAS, 5(89).

Khayru, RK 2021. Opinions about Consumer Behavior during the Covid-19 Pandemic, Journal of Social Science Studies, 1(1), 31-36.

Khayru, RK & F. Issalillah. 2021. Study on Consumer Behavior and Purchase of Herbal Medicine Based on The Marketing Mix, Journal of Marketing
and Business Research, 1(1), 1-14.

Mardikaningsih, R. & D. Darmawan. 2021. Peranan Sistem Informasi Persediaan Terhadap Persepsi Kemudahan Penggunaan, Kegunaan Yang
Dirasakan, Dan Kepuasan Pengunjung Toko Buku, Realible Accounting Journal, 1 (1), 43-57. Mardikaningsih, R. 2021. Pencapaian Kepuasan
Pelanggan Pada Jasa Pengiriman Barang Melalui Harga, Ekuitas Merek, dan Kualitas Pelayanan Jurnal Baruna Horizon, 4(1), 64-73.

Mardikaningsih, R., E. A. Sinambela, & D. Darmawan. 2021. Upaya Membantu Masyarakat Menekan Penyebaran Covid-19 Melalui Pembagian Hand
Sanitizer dan Masker di Pasar Manukan Kulon Surabaya, Jurnal Pendidikan, Penelitian, dan Pengabdian Masyarakat, 1(1), 9-18.

Masitoh, D., D. Darmawan & E.A Sinambela. 2017. The Effect of Service Quality and Trust on Customer Loyalty of Warung Apung Rahmawati of
Mojokerto Branch, Agrimas Journal, 1(2), 107-114. Mardikaningsih, R. & D. Darmawan. 2020. Sistem Pengendalian Mutu, Metromedia, Surabaya.

Nikou, S., & Khiabani, M. M. 2020. Service Quality, Mediation Effect of Customer Satisfaction, Customer Loyalty, and Moderating Role of Interpersonal
Relationship: Case of Four-Star Hotels in Kuala Lumpur, Malaysia. Asian Journal of Economics, Business and Accounting, 1-18.

Padma, A., N. Aisyah, D. Darmawan, |A Azmi & AR Putra. 2018. Contingency Approach to Strategies for Service Firms, Business Research, 7(2), 178-189.

Prentice, C., Dominique Lopes, S., & Wang, X. 2020. The impact of artificial intelligence and employee service quality on customer satisfaction and
loyalty. Journal of Hospitality Marketing & Management, 29(7), 739-756.

Purnamasari, E., D. Darmawan, & D. Baskara. 2002. Bauran Pemasaran dan Kualitas Layanan serta Pengaruhnya terhadap Kepuasan dan Loyalitas
Pelanggan, Jurnal llmu Manajemen, 3(1), 34-46.

Retnowati, E., D. Darmawan, R. Mardikaningsih, & E. A. Sinambela. 2021. Pengaruh Pencapaian Kepuasan Konsumen Rumah Makan Berdasarkan
Kesan Kualitas Produk dan Harga. Jurnal Ekonomi dan Ekonomi Syariah, 4(2), 1382-1389.

Sjamsi, N. & D. Darmawan. 2004. Peran Strategis Layanan pada Penyelenggaraan Pelayanan Publik, Jurnal Administrasi Publik, 1(1), 83-95.

Sulaksono, E. Retnowati, UP Lestari, M. Kemarauwana, Hermawan, D. Darmawan, & R. Mardikaningsih. 2021. Considerations for Students Choose a
Collection Based on Education Cost, Location, and University Reputation, Journal of Marketing and Business Research, 1(2), 115-126.

Wahab, E., A. Aziz, D. Darmawan, M. Hashim & Y. Fan. 2017. Marketing New Products to Mainstream Customers, Journal of Economics and Business,
8(2), 239-246.

Wiyandarini, G. & R. Mardikaningsih. 2021. Studi Kasus di Koperasi Primer Kepolisian Resor Kota Mojokerto: Pengamatan Variabel Kualitas Layanan
dan Persepsi Harga serta Pengaruhnya terhadap Kepuasan Pelanggan, Jurnal Pendidikan, Penelitian, dan Pengabdian Masyarakat, 1(2), 45-56.

Zeithaml, VV.A. 1988. Consumer perceptions of price, quality, and value: A Means-End model and synthesis of evidence. Journal of Marketing, 52(3), 2-22.

23

—
| —



