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ABSTRACT

QUALITY OF HEALTH SERVICES
BASED ON ACCREDITATION STANDARDS
(Case Study of Health Services System
Af Celafn Health Center, Central Aceh District)

Yusmanidar

idar] 9
Crraeluate Studies Program
Indonesia Open University

FProblems related 1o the quality of health services at the Celala Health Cemer
nclude staff af the Celala Health Center have dual responsibilities, lack of reliable
personnel in the health sectar, the placement af emplovees has not fully applied the
rightman in the right place principle. This study examines the quality of health services
il the Celala Health Center in Ceniral Aceh District. The purpose of the study was fo
analyze the quality of health services in the Celale Health Center, Central Aceh
District, according to the accreditation standards, find out the faciors quality af health
services al the Celala Health Center, Aceh Tengah District, and analyze the siraiegies
carried out by the Puskesmas 1o inprove the quality of health services 1o meet the
expeciations desired by the community. This siudy wses the theory of service quality by
Katler and Keller 2009, factors affecting the guality of service by Albert and Zamke in
Rainvinto and Attk SW (2012: 80) and the theory of Toral Ouality Management (TOM)
by Goetsch & Davis. Thix ype of research ix a descriptive method with a qualitative
approach. Informanis ax sources of information in this study consisied of the Head of
the Celala Health Center, the KTU of the Celala Health Center, the medical staff of the
Celala Health Center, the regiviration officer of the Celale Health Center. the
pharmacy siaff of the Celala Health Center and four people. The instruments in this
stucly were interview guides and writing supplies. Data collection procedures using
nrerview, observation, documentation, and triangulation techniques. Data analysis
methods include data reduction, data presentation and conclusion drawing. The resulls
aned discussion in this study indicate that the guality of health services at Celala Public
Heaith Center in Central Aceh District is measured wving five dimensions, namely
temgihility is nor good, reliability s good, responsiviness is good, axssurance is good,
and empaty (Empathy) s good. Efforts made by the Celala Health Center to imprave
the quality of health services through the application of Total Ouality Managemeni
(TOM) elemenis consisting of a focus on cusiomers, an obsession with quality, a
scientific approach. long-term commitment, feamwork (reamwork), comtinuous
improvement of the sysiem |, education and training, conirelled freedom, unity af
purpose, employee involvenient and empowerment. Conclusion to meel the quality of
service at the Celala Health Center in Central Aceh Disirict needed | general
pracritfomner, [ dentist, 4 midwives, [ community health worker, | laboraiory warker,
2 nutrition stafi, 1 pharmacentical staff, 2 admimistration stafif 2 people and workers.
Strategies underiaken by the Celala Health Center to improve the quality of healih




services in order fo meet the expectations desired by the commurity through the

application af Tetal Cuality Management (TOM) elements, one of which is education
and training for faboratory workers, nutrittom workers, registrafion officers amd

pharmacy officers at Celala Health Center.
Keywords: Cheality of health services, Total Quality Management (TOM)
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ABSTRAK

KUALITAS PELAYANAN KESEHATAN
BERDASARKAN STANDAR AKREDITASI
(Studi Kasus Sistem Pelayanan Pelayanan Kesehatan
Di Puskesmas Celala Kabupaten Aceh Tengah)

Yusmamdar

Program Pasca Sarjana
Universitas Terbuka

Permasalahan yang berkanan dengan kualitas pelayanan keschatan di Puskesmas
Celala antara lain staf di Puskesmas Celala memiliki tanggung jawab ganda,
kekurangan tenaga yang handal dalam bidang kesehatan, penempatan pegawin beluin
sepenulnya menerapkan prinsip the righinman in the righi place. Penelitian ini
mengkay tentang Kualitas Pelavanan Kesehatan di Puskesmas Celala Kabupaten Aceh
Tengah, Tujuan penelitian untuk menganalisis kualitas pelayanan kesehatan di
Puskesmas Celala Kabupaten Aceh Tengah sudah sesual standar akreditasi.
mengetahui faktor-fakior yvang mempengaruhi kualitas pelayanan kesehatan di
Puskesmas Celala Kabupaien Aceh Tengah dan menganalisis startegi yang dilakukan
Puskesmas untuk meningkatkan kualitas pelayanan kesehatan agar memenuhi harapan
vang dilnginkan masyarakat, Penelitian ini menggunakan teori kualitas pelayanan oleh
Kotler dan Keller 2009, Faktor- faktor yang mempengaruhi kualitas pelavanan oleh
Albert dan Zamke dalam Ratminto dan Atk SW (2012:80) dan teori Total Cuality
manajement (TOM) oleh Goetsch & Davis. Jenis penelitian yang digunakan adalah
metode deskriptif dengan pendekatan kualitatif. Informan schagai sumber tnformasi
dalam peneliian ini terdini dari Kepala Puskesmas Celala, KTU Puskesmas Celala,
tenaga medis Puskesmas Celala, petugas pendaftaran Puskesmas Celala, petugas
apotek Puskesmas Celala dan empat orang masyarakat. Instrumen dalam penelitian imi
berupa pedoman wawancara dan perlengkapan tulis menulis. Prosedur Pengumpulan
data menggunakan teknik wawancara, observasi , dokumentasi, dan Triangulasi,
Metode analisis data berupa reduksi data, penyajian data, dan penarikan kesimpulan.
Hasil dan pembahasan dalam peneliban im menunjukan bahwa kualitas pelayanan
keschatan di Puskesmas Celala Kabupaten Aceh Tengah diukur menggunakan lima
dimensi yaitu fangibility (berwujud) kurang baik, reability (kehandalan) sudah baik,
respansiviress (ketanggapan) sudah baik, asswrance (jaminan) sudah baik, dan empaty
{Empati) sudah baik. Upaya yvang dilakukan Puskesmas Celala uniuk menmgkaikan
kualitas pelayanan kesehatan melalui penerapan unsur- unsur Total Ouality
manafement { TOM) vang terdin dan fokus pada pelanggan, obsesi terhadap kualitas,



pendekatan ilmiah, komitmen jangka panjang, kerja sama tim (feamwork), perbaikan
sistem secara  berkesinambungan, pendidikan dan pelatihan, kebebasan vang
terkendali, kesalwan tujuan, adanyva keterlibatan dan pemberdavaan karvawan.
Kesimpulan untuk memenuln kualitas pelayvanan di Puskesmas Celala Kabupaten
Aceh Tengah dibutuhkan dokier umum | orang, dokter gigi 1 orang, bidan 4 orang,
lenaga keschatan masyarakat | orang, tenaga laboratorium | orang, tenaga gizi 2
orang, tenaga kefarmasian | orang, tenaga administrasi 2 orang dan pekarva 2 orang.
Strategi vang dilakukan Puskesmas Celala untuk meningkatkan kualitas pelayanan
kesebatan agar memenuhi harapan yang diinginkan masyarakal melalui penerapan
unsur- unsur Tofal Quality manajement (TQM) salah satunya pendidikan dan pelatihan
bagi petugas laboratorium, petugas gizi, petugas pendaftaran dan petugas apotek
Puskesmas Celala.

Rata Kunei : Kualias pelayanan kesehatan, Total Gualiny Manajement { TOM)
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