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ABSTRAK
Azzahra Nur Tsaniyah (2106399) “Analisis Kualitas Pelayanan untuk
Perbaikan Berkelanjutan di UPT Layanan Kesehatan UPI” dibawah
bimbingan Dr. Chairul Furqon, S.Sos.,M.M. dan Dr. H. Mokh. Adib Sultan,
S.T., M.T.

Klinik pratama merupakan ujung tombak pelayanan kesehatan dasar yang memiliki
peran penting dalam mendukung derajat kesehatan masyarakat, termasuk di
lingkungan perguruan tinggi. Namun, sejauh ini kajian ilmiah mengenai kualitas
layanan pada klinik pratama di lingkungan kampus masih terbatas, padahal
keberadaannya sangat vital dalam menjamin kesejahteraan civitas akademika.
Salah satu unit yang berperan dalam penyediaan layanan tersebut adalah UPT
Layanan Kesehatan Universitas Pendidikan Indonesia (UPI). Berdasarkan data
ulasan publik melalui Google Reviews, UPT ini memperoleh penilaian paling
rendah dibandingkan klinik kampus lain di Kota Bandung, yaitu sebesar 3.7 dari
147 ulasan, yang menunjukkan adanya potensi ketidaksesuaian antara harapan dan
kenyataan layanan yang diterima pengguna.

Penelitian ini bertujuan untuk menganalisis kualitas pelayanan di UPT Layanan
Kesehatan UPI berdasarkan lima dimensi SERVQUAL, mengidentifikasi prioritas
perbaikan melalui metode Importance Performance Analysis (IPA), serta mengukur
tingkat kepuasan pasien menggunakan Customer Satisfaction Index (CSI). Hasil
penelitian menunjukkan bahwa seluruh dimensi kualitas layanan mengalami
kesenjangan negatif, dengan assurance dan empathy menjadi dimensi yang paling
perlu diperhatikan. Beberapa atribut layanan juga berada dalam kuadran prioritas
perbaikan. Adapun nilai indeks kepuasan (CSI) sebesar 72,97%yang menandakan
perlunya peningkatan mutu layanan secara terencana dan berkelanjutan. Temuan ini
diharapkan dapat menjadi dasar pengambilan keputusan dalam upaya perbaikan
kualitas layanan kesehatan di lingkungan kampus.

Kata Kunci: Kualitas layanan klinik, SERVQUAL, Importance Performance
Analysis (IPA), Customer Satisfaction Index (CSI)



ABSTRACT
Azzahra Nur Tsaniyah (2106399) “Analysis of Service Quality for Continuous
Improvement at the UPI Health Service Unit” under the guidance of Dr. Chairul
Furgon, 8.50s., M.M. and Dr. H. Mokh. Adib Sultan, S.T.,, M.T.

Primary care clinics are at the forefront of basic health services and play a crucial
role in supporting public health, including within university campuses. However, to
date, scientific studies on the quality of services provided by primary care clinics
on university campuses remain limited, despite their vital role in ensuring the well-
being of the academic community. One unit involved in providing such services is
the University Health Services Unit (UPT) of the University of Education Indonesia
(UPI). Based on public reviews via Google Reviews, this UPT received the lowest
rating compared to other campus clinics in Bandung City, with an average of 3.7
out of 147 reviews, indicating a potential mismatch between users' expectations and
the actual services received.

This study aims to analyze the quality of services at the UPI Health Services Unit
based on the five dimensions of SERVQUAL, identify improvement priorities using
the Importance Performance Analysis (IPA) method, and measure patient
satisfaction levels using the Customer Satisfaction Index (CSI). The results of the
study indicate that all dimensions of service quality exhibit negative gaps, with
assurance and empathy being the dimensions that require the most attention.
Several service attributes also fall within the improvement priority quadrant. The
satisfaction index (CSI) value of 72.97% indicates the need for planned and
sustained service quality improvement. These findings are expected to serve as a
basis for decision-making in efforts to improve health service quality within the
campus environment.

Keywords: Clinic service quality, SERVQUAL, Importance Performance Analysis
(IPA), Customer Satisfaction Index (CSI)
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