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ABSTRAK 

Latar Belakang: Kepuasan pengunjung merupakan salah satu indikator penting 

dalam menilai mutu pelayanan kesehatan di puskesmas. Berdasarkan data mutu 

pelayanan di Puskesmas Kramatmulya tahun 2023, tingkat kepuasan pengunjung 

mencapai 82,68%. Pada praktiknya masih ditemukan keluhan terkait 

ketidakramahan petugas pendaftaran dan waktu tunggu pelayanan yang tidak sesuai 

standar yaitu lebih dari 60 menit . Penelitian ini bertujuan untuk mengetahui 

hubungan empati petugas dan ketepatan  waktu pelayanan dengan kepuasan 

pengunjung di Puskesmas Kramatmulya Tahun 2026. 

Metode: Jenis penelitian adalah analitik deskriptif dengan desain cross sectional. 

Populasi berjumlah 425 orang dan sampel berjumlah 81 orang dengan 

mengggunakan teknik  accidental sampling. Instrumen penelitian menggunakan 

kuesioner dengan metode wawancara pengunjung di Puskesmas.  Analisis data 

dilakukan secara univariat dan bivariat menggunakan uji Chi-Square. 

Hasil: Hasil penelitian menunjukkan hampir seluruhnya responden menilai empati 

petugas baik (85,2%), sebagian besar ketepatan waktu pelayanan sesuai standar 

(60,5%), dan sebagian besar pengunjung puas terhadap pelayanan (70,4%). Hasil 

uji bivariat menunjukkan p-value empati petugas= 0,001 dan p-value ketepatan 

waktu pelayanan =0,320. 

Simpulan: Terdapat hubungan antara empati petugas dengan kepuasan pengunjung 

di Puskesmas Kramatmulya Tahun 2026, sedangkan ketepatan waktu pelayanan 

tidak memiliki hubungan yang signifikan dengan kepuasan pengunjung.  

Saran: Puskesmas Kramatmulya tetap mempertahankan dan meningkatkan kualitas 

pelayanan, seperti evaluasi mutu pelayanan untuk meningkatkan kepuasan 

pengunjung. 

 
Kata Kunci     : Empati Petugas, Ketepatan Waktu Pelayanan, Kepuasan Pengunjung 

Kepustakaan  : 8 Buku (2019–2024), 29 Jurnal (2021–2025), 2 Regulasi (2017–2022),  

   2 Website (2020–2025). 

  



 
 

vii 

 

UNIVERSITY OF BHAKTI HUSADA INDONESIA  

FACULTY OF HEALTH SCIENCE, STUDY PROGRAM OF PUBLIC HEALTH  

UNDERGRADUATE THESIS, JUNE 2026 

 

NISA NURFADHILAH 

CMR0220021 

 

THE RELATIONSHIP BETWEEN OFFICER EMPATHY AND SERVICE 

TIMELINESS WITH VISITOR SATISFACTION AT THE 

KRAMATMULYA COMMUNITY HEALTH CENTER IN 2026 

xviii+ 121 pages + 12 tables + 2 figures + 11 attachemts 

ABSTRACT 

Background: Visitor satisfaction is a key indicator for assessing the quality of 

healthcare services at community health centers. Data on service quality at the 

Kramatmulya Community Health Center in 2023 showed a visitor satisfaction rate 

of 82.68%. However, in practice, complaints persist regarding the unfriendliness of 

registration staff and service waiting times that exceed the standard—specifically, 

lasting longer than 60 minutes. This study aims to determine the relationship 

between staff empathy, service timeliness, and visitor satisfaction at the 

Kramatmulya Community Health Center. 

Method: This study was a descriptive analytical study with a cross-sectional 

design. The population was 425 people, and the sample size was 81 people using 

accidental sampling. The research instrument used a questionnaire with an 

interview method for visitors at the Community Health Center. Data analysis was 

performed using univariate and bivariate methods using the Chi-Square test. 

Results: The results showed that almost all respondents rated the officers' empathy 

as good (85.2%), most of the timeliness of service met standards (60.5%), and most 

of the visitors were satisfied with the service (70.4%). The bivariate test results 

showed a p-value of officer empathy = 0.001 and a p-value of timeliness of service 

= 0.320. 

Conclusion: There was a relationship between staff empathy and visitor 

satisfaction at the Kramatmulya Community Health Center in 2026, while service 

timeliness had no significant relationship with visitor satisfaction.  

Suggestions: Puskesmas Kramatmulya continues to maintain and improve service 

quality, such as through service quality evaluations aimed at enhancing visitor 

satisfaction. 
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