ABSTRAK

GAMBARAN TINGKAT KEPUASAN PEGAWAI GEDUNG
ADMINISTRASI PUSAT (GAP) MARANATHA TERHADAP
PELAYANAN KESEHATAN DI POLIKLINIK MARANATHA BANDUNG
TAHUN 2010

Asna Tuppang, 2010, Pembimbing I : Evi Yuniawati, dr., MKM.
Pembimbing Il : Budi Widyarto Lana, dr., M.H.

Seiring dengan kemajuan ilmu pengetahuan, teknologi kedokteran dan
kesehatan, diperlukan pula peningkatan kemampuan manajemen, kepemimpinan
dan pengorganisasian kesehatan. Menjelang milenium ketiga atau abad dua puluh
satu, mutu pelayanan kesehatan dituntut semakin baik.

Tujuan penelitian untuk mengetahui tingkat kepuasan pegawai GAP terhadap
pelayanan kesehatan di  Poliklinik Maranatha dilihat dari unsur (1) bukti fisik,
(2) daya tanggap, (3) kehandalan, (4) jaminan, dan (5) empati.

Metode penelitian ini adalah deskriptif kualitatif dengan rancangan grounded
theory dan menggunakan teknik wawancara mendalam. Subjek penelitian adalah
Pegawai yang bekerja di Gedung Administrasi Pusat (GAP) Maranatha. Waktu
penelitian dilakukan dari Desember 2009 hingga Desember 2010.

Dari hasil wawancara terhadap 23 responden diambil kesimpulan bahwa
sebagian besar pegawai merasa sudah cukup puas dengan pelayanan di Poliklinik
Maranatha.

Kata kunci : kepuasan, poliklinik, pelayanan kesehatan



ABSTRACT

OVERVIEW OF THE CENTRAL ADMINISTRATION BUILDING
EMPLOYEE SATISFACTION (GAP) MARANATHA ON HEALTH
SERVICES IN BANDUNG POLYCLINIC MARANATHA YEAR 2009-2010

Asna Tuppang, 2010, Tutor | : Evi Yuniawati, dr., MKM.
Tutor 11 : Budi Widyarto Lana, dr., M.H.

Along with the progress of science, technology, medicine and health, also
required improvement of management skills, leadership and organization of
health. Towards the third millennium or twenty-first century, the quality of health
services demanded better.

The aim is to determine the level of employee satisfaction GAP to health
services in outpatient visits from the elements Maranatha (1) tangible, (2)
responsiveness, (3) reliability, (4) assurance, and (5) empathy.

This research method was descriptive qualitative design using grounded
theory and in-depth interview techniques. The subjects were employees who
worked at the Central Administration Building (GAP) Maranatha. When the study
was conducted from December 2009 to December 2010.

From interviews of 23 respondents drawn the conclusion that most employees
felt it was quite satisfied with the service at Maranatha Polyclinic.

Keywords: satisfaction, polyclinic, health care
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