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INTISARI 

 

       Penelitian ini bertujuan untuk mengetahui bagaimana kinerja karyawan 

Puskesmas Gayungan Surabaya dalam memberikan pelayanan kesehatan yang 

beralamat di jalan Gayung Sari Barat No. 124 Surabaya. Metode analisis data 

penelitian ini menggunakan teknik penelitian deskriptif kualitatif untuk 

mengetahui Indeks Kepuasan Masyarkat (IKM). Data yang diperoleh dari 

penelitian ini menggunakan teknik survey pendahuluan dan study lapangan 

dengan cara dokumentasi, wawancara, dan kuesioner. 

       Hasil survey yang dilakukan pada penelitian di Puskesmas Gayungan 

Surabaya tentang pengukuran kinerja karyawan dengan variable program 

pokok/wajib diperoleh nilai 86,7% dengan nilai mutu pelayanan A yang berarti 

kinerja unit pelayanan sangat baik, untuk program pengembangan/inovatif 

diperoleh nilai 63,34% dengan nilai mutu B yang berarti kinerja unit pelayanan 

baik, dan manajemen puskesmas diperoleh nilai 87% dengan nilai mutu A yang 

berarti kinerja unit pelayanan sangat baik, sedangkan untuk tingkat kualitas 

kinerja pelayanan yang dinilai dari Indeks Kepuasam Masyarakat (IKM) yaitu (1) 

prosedur pelayanan, (2) persyaratan pelayanan, (3) kejelasan petugas pelayanan, 

(4) kedisiplinan petugas pelayanan, (5) tanggung jawab petugas pelayanan, (6) 

kemampuan petugas pelayanan, (7) kecepan pelayanan, (8) keadilan mendapatkan 

pelayanan, (9) kesopanan dan keramahan petugas, (10) kewajaran biaya 

pelayanan, (11) kepastian biaya pelayanan, (12) kepastian jadwal pelayanan, (13) 

kenyamanan pelayanan, (14) keamanan pelayanan berada pada posisi baik dan 

diperoleh hasil indeks secara keseluruhan sebesar 2,99 dan nilai IKM setelah 

dikonversi 2,99 × 25 = 74,75 yang merupakan kategori kriteria mutu pelayanan 

dan kinerja pelayanan di bidang kesehatan (Puskesmas Gayungan Surabaya) 

dengan hasil yang baik. 

       Dari pembahasan di atas, maka dapat diambil kesimpulan bahwa perlunya 

Pedoman Umum Penyusunan Indeks Kepuasan Masyarakat sebagai pengukuran 

kinerja pelayanan khususnya organisasi sektor publik sebaiknya diterapkan tiap 

tahunnya dimaksudkan untuk mengetahui tingkat kinerja unit pelayanan secara 

berkala sebagai bahan untuk menetapkan kebijakan dalam rangka peningkatan 

kualitas pelayanan selanjutnya. 

 

Kata kunci: Pengukuran Kinerja Karyawan, Pelayanan dan Indeks Kepuasan 

Masyarakat (IKM). 
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ABSTRACT 

 

The purpose of this research is to find out how the performance of the 

employees at Puskesmas Gayungan Surabaya in providing medical service which 

is located on jalan Gayung Sari Barat No. 124 Surabaya. The qualitative 

descriptive has been applied as data analysis method to find out the Community 

Satisfaction Index (IKM). The data has been retrieved from the preliminary 

survey technique and field study by performing documentation, interview, and 

questionnaire. 

The result of the survey which has been conducted in Puskesmas Gayungan 

Surabaya about the measurement of the performance of the employees by using 

base/primary program variable has obtained the value of 86.7% and the value of 

service quality is A which means that the performance of service unit is quite 

well; innovative/development program has obtained the value of 63.34% and the 

value of service quality is B which means that the performance service unit is 

well; the management of public health clinic has obtained the value of 87% and 

the service value is A which means that the performance of service unit is quite 

well; meanwhile the rate of the performance of service quality has been assessed 

from Community Satisfaction Index (IKM) i.e. (1) service procedures, (2) service 

requirements, (3) the clarity of service officers, (4) the disciplinary of service 

officers, (5) the responsibility of service officers, (6) the capability of service 

officers, (7) the speed of service, (8) the fairness of service, (9) the politeness and 

the kindness of officers, (10) the reasonableness of service cost, (11) the certainty 

of service cost, (12) the certainty of service schedule, (13) service comfortability, 

(14) service security are in good position and the overall result of index is 2.99 

and the value of Community Satisfaction Index after it has been converted is 2.99 

x 25 = 74.75 is the category of the criteria of service quality and service 

performance in the field of medical (Puskesmas Gayungan Surabaya) with the 

good result. 

It can be concluded from the above discussion that the importance of 

General Guideline of the Preparation of Community Satisfaction Index as the 

service performance measurement particularly the public sector organization 

should be implemented every year which is meant to find out the rate of the 

performance of service quality periodically as the material to determine the policy 

in order to improve the next service quality. 

 

Keywords: employees performance measurement, service and community 

satisfaction index 

 

  

 

 

 

 


