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ABSTRAK

Menurut World Health Organization (WHO) tahun 2017 tercatat sebanyak 38,4%
kasus Infeksi Saluran Pernafasan Akut (ISPA). Data provinsi Sumatera Barat menduduki
peringkat pertama 39,2%. Jumlah penyakit Infeksi Saluran Pernafasan Akut (ISPA) di
Puskesmas Ambacang Kuranji tahun 2022 49,91%. Jumlah kunjungan sangat berpengaruh
terhadap mutu pelayanan yang dimiliki Puskesmas untuk melakukan kunjungan ulang, karna
sangat penting untuk mempertahankan kualitas pelayanan yang baik akan memberikan
kepuasan kepada pasien. Tujuan penelitian ini untuk mengetahui hubungan mutu pelayanan
kesehatan dengan minat kunjungan ulang pasien Infeksi Saluran Pernafasan Akut (ISPA) di
Puskesmas Ambacang Kuranji tahun 2023.

Penelitian ini merupakan penelitian kuantitatif dengan desain penelitian cross
sectional. Dilaksanakan di Puskesmas Ambacang Kuranji pada bulan Maret-Agustus 2023.
Populasi pada penelitian ini yaitu seluruh pasien Infeksi Saluran Pernafasan Akut (ISPA) di
Puskesmas Ambacang Kuranji. Jumlah sampel sebanyak 88 responden yang diambil secara
accidental sampling. Pengambilan data menggunakan kuesioner. Analisis data pada
penelitian ini yaitu analisis univariat menggunakan distribusi frekuensi dan bivariat
menggunakan Chi square.

Berdasarkan hasil penelitian diketahui Dimensi Kehandalan 55,7% responden
menyatakan tidak bermutu, 40,9% Dimensi Daya Tanggap tidak bermutu, 58% Dimensi
Jaminan tidak bermutu, 61,4% Dimensi Bukti Fisik tidak bermutu, dan 59,1% responden
menyatakan Dimensi Empati tidak bermutu. Sebanyak 53,4% responden berminat melakukan
kunjungan ulang. Berdasarkan hasil uji statistic diketahui Dimensi Kehandalan (p
value=0,004), Daya Tanggap (p value=0,171) ada hubungan dengan minat kunjungan ulang
dan Dimensi Jaminan (p value=0,106), Dimensi Bukti Fisik (p value=0,243), Dimensi Empati
(p value=0,453) tidak ada hubungan dengan minat kunjungan ulang pasien Infeksi Saluran
Pernafasan Akut (ISPA) di Puskesmas Ambacang Kuranji Tahun 2023.

Berdasarkan hasil penelitian disimpulkan bahwa ada hubungan dimensi kehandalan
dan dimensi daya tanggap dengan minat kunjungan ulang pasien ISPA di Puskesmas
Ambacang Kuranji tahun 2023. Disarankan Puskesmas Ambacang Kuranji agar dapat lebih
meningkatkan kualitas pelayanan pada dimensi Daya Tanggap mengenai petugas
memberikan informasi yang kurang jelas, sehingga pasien tidak mengerti, dan disarankan
pada dimensi kehandalan mengenai lamanya proses waktu layanan pendaftaran. Hal ini yang
akan berdampak pada minat kunjungan ulang. Sehingga dapat menimbulkan persepsi yang
baik dan meningkatkan minat kunjungan ulang pasien.

Kata kunci: ISPA, Minat Kunjungan ulang, Mutu Pelayanan, Puskesmas
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ABSTRACT

According to the World Health Organization (WHO) in 2017 there were 38.4% cases
of Acute Respiratory Infection (ARI). West Sumatra provincial data ranked first at 39.2%.
The number of ARI diseases at the Ambacang Kuranji Health Center in 2022 was 49.91%.
The number of visits is very influential on the quality of service owned by the Puskesmas to
make repeat visits, because it is very important to maintain good service quality that will
provide satisfaction to patients. The purpose of this study was to determine the relationship
between the quality of health services and the interest in re-visiting patients with Acute
Respiratory Tract Infection (ARI) at the Ambacang Kuranji Health Center in 2023.

This research is a quantitative study with a cross sectional research design. This
research was conducted at Puskesmas Ambacang Kuranji in March-August 2023. The
population in this study were all ARI patients at the Ambacang Kuranji Health Center. The
sample size was 88 respondents who were taken by accidental sampling. Data collection
using a questionnaire. Data analysis in this study was univariate analysis using frequency
distribution and bivariate using Chi square.

Based on the results of the study, it is known that the Reliability Dimension of 55.7%
of respondents stated that it was not of quality, 40.9% of the Response Dimension was not of
quality, 58% of the Guarantee Dimension was not of quality, 61.4% of the Physical Evidence
Dimension was not of quality, and 59.1% of respondents stated that the Empathy Dimension
was not of quality. As many as 46.6% of respondents were not interested in making a return
visit. Based on the results of statistical tests, it is known that the Dimensions of Reliability (p
value = 0.004), Responsiveness (p value = 0.171) have a relationship with interest in
revisiting and the Dimensions of Assurance (p value = 0.106), Dimensions of Physical
Evidence (p value = 0.243), Dimensions of Empathy (p value = 0.453) have no relationship
with the interest in revisiting ARI patients at the Ambacang Kuranji Health Center in 2023.

Based on the results of the study, it is concluded that there is a relationship between
the reliability dimension and the responsiveness dimension with the interest in re-visiting ARI
patients at the Ambacang Kuranji Health Center in 2023. It is recommended that the
Ambacang Kuranji Health Center be able to further improve the quality of service in the
Responsiveness dimension regarding officers providing information that is less clear, so that
patients do not understand, and it is recommended in the reliability dimension regarding the
length of the registration service process time. This will have an impact on the interest in
repeat visits. So that it can create a good perception and increase the interest of patient re-
visits.
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