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ABSTRACK 

ANALYSIS OF SERVICE QUALITY AT KOTABARU COMMUNITY 

HEALTH CENTER KERITANG DISTRICT 

 

Riska Nur Pajriyah, Drs Dharmasetiawan, Nazarudin, Management Study 

Program, Faculty Of Economics and Business, Indragiri Islamic University 

Email: Riskanurpajriah53@gmail.com 

 

This study aims to analyze the service quality at Kotabaru Public 

Health Center in Keritang District using a quantitative approach. The data 

collection techniques employed include observation, interviews, 

questionnaires, and literature review. Primary data were collected through 

questionnaires distributed to 100 patient respondents. Service quality was 

measured using the five SERVQUAL dimensions: Tangibles, Reliability, 

Responsiveness, Assurance, and Empathy. 

The data were analyzed using multiple linear regression. The results 

indicate that all five independent variables simultaneously influence service 

quality, with significance values below 0.05. The regression equation 

obtained is: Y = 2.468 + 0.221X₁  + 0.188X₂  + 0.160X₃  + 0.126X₄  + 

0.151X₅ . The coefficient of determination (R²) is 0.752, meaning that 75.2% 

of the variation in service quality can be explained by the five dimensions. 

The Tangibles variable has the most dominant influence. These findings 

indicate that service quality at Kotabaru Health Center is considered fairly 

good and can still be improved by enhancing each dimension. 

Keywords: service quality, SERVQUAL, public health center, data analysis 
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ABSTRAKS 

ANALISA KUALITAS PELAYANAN PADA PUSKESMAS KOTABARU 

KECAMATAN KERITANG 

Riska Nur Pajriyah, Drs Dharmasetiawan, Nazarudin, Program Studi Manajemen, 

Fakultas Ekonomi dan Bisnis Universitas Islam Indragiri 

Email: Riskanurpajriah53@gmail.com 

Penelitian ini bertujuan untuk menganalisis kualitas pelayanan di 

Puskesmas Kotabaru Kecamatan Keritang dengan menggunakan pendekatan 

kuantitatif. Teknik pengumpulan data yang digunakan meliputi observasi, 

wawancara, kuesioner, dan studi pustaka. Data primer diperoleh melalui 

penyebaran kuesioner kepada 100 responden pasien. Kualitas pelayanan 

diukur melalui lima dimensi SERVQUAL yaitu Tangibles, Reliability, 

Responsiveness, Assurance, dan Empathy. 

Analisis data dilakukan menggunakan regresi linear berganda. Hasil 

regresi menunjukkan bahwa kelima variabel bebas berpengaruh secara 

simultan terhadap kualitas pelayanan dengan nilai signifikansi < 0,05. 

Persamaan regresi yang diperoleh adalah: Y = 2,468 + 0,221X₁  + 0,188X₂  + 

0,160X₃  + 0,126X₄  + 0,151X₅ . Nilai koefisien determinasi (R²) sebesar 

0,752, yang berarti 75,2% variasi kualitas pelayanan dapat dijelaskan oleh 

lima dimensi tersebut. Variabel Tangibles memiliki pengaruh paling dominan 

terhadap kualitas pelayanan. Hasil ini menunjukkan bahwa kualitas pelayanan 

di Puskesmas Kotabaru berada pada kategori cukup baik dan masih dapat 

ditingkatkan melalui perbaikan di masing-masing dimensi. 

 

Kata kunci: kualitas pelayanan, SERVQUAL, puskesmas, analisis data. 
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