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LAMPIRAN I  KUISIONER PENELITIAN 

ANALISIS TINGKAT KEPUASAN PASIEN BERDASARKAN 

KUALITAS LAYANAN PADA POLINDES DESA SEMBORO JEMBER 

Asalamualaikum wr.wb. 

Pasien yang terhormat,saya mahasiswa Universitas Muhammadiyah Jember  sedang 

mengumpulkan data terkait pengalaman kalian selama mendapatkan pelayanan di 

Polindes Semboro Jember .Kuisoner ini bertujuan untuk mengetahui tingkat sebagai 

pelangan (pasien) Polindes Semboro Jember. Untuk itu saya mohon kesedian Bapak 

/Ibuk/Saudara/i berikan hanya untuk kepentingan penelitian dan akan terjaga 

kerahasian.Atas waktu dan kesediaan Bapak /Ibu/Saudara/i, saya mengucapkan 

terimakasih. 

Wassalamualaikum wr.wb. 

Profil Responden 

1. Nama    : 

2. Jenis Kelamin  : 

3. Umur   : 

4. Alamat   : 

Keterangan Jawaban  : 

 KINERJA 

Sangat Puas  : 5 

Puas    : 4 

Cukup Puas  : 3 

Tidak Puas  : 2 

Sangat Tidak Puas  : 1 

 

 KEPENTINGAN 

Sangat Penting    : 5 

Penting     : 4 

Cukup pinting     : 3 

Tidak Penting    : 2 

Sangat tidak  Penting  : 1 
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LAMPIRAN 

NO X1.Prosedur  

Pelayanan 

  

1 2 3 4 5 1 2 3 4 5 

1 Petugas  Pendaftaran 
Melayani Dengan 

Cepat Dan Tangga 

          

2. Petugas Menanggap 

Pertanyaa Dengan 
Baik.  

          

X2.Persyaratan 

Pelayanan 

 

1. Tingkat 
Keterbukaan 

Persyaratan 

Pelayana 

          

2. Tingkatkemudahan 

Dalam Mengurus 

Pelayanan 

          

X3.Kejelasan Petugas 
Pelayanan 

 

1. Petugas 

Menjelaskan 

Penyakit Yang 
Diderita Oleh Pasien    

          

2. Petugas Kesehatan 

Memberikan 

Kesempatan Kepada 

Pasien Dan 

Keluarga Untuk 

Bertanya 

          

X4.Kedisiplinan Petugas 

Pelayanan 

 

1. Petugas Yang 

Memberikan 
Pelayanan Datang 

Tepat Waktu 

          

2. Selalu Datang  Tepat 

Waktu Ketika Shif 

Dalam Pelayanan 
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X5.Tangung Jawaban 

Petugas Pelayanan 

 

 

1. Petugas Kesehatan 

Meminta Izin 
Petugas Kesehatan 

Mampu  Menjaga 

Kerahasiaan 
Pemeriksaan Pasien. 

          

2. Petugas Kesehatan 

Terampil Dalam 

Memberikan 
Pelayanan. 

          

X6.Kemampuan Petugas 

Pelayanan 

 

1. Tindakan Cepat 

Pada Saat Pasien 

Membutuhkan     

   Pelayanan. 

          

2. Petugas Kesehatan 
Mempunyai 

Kemampuan Dalam 

Menetapkan 
Penyakit Dan 

Mengobati Dengan 

Baik 

          

Kecepatan Pelayanan 
 

 

1. Pelayanan 

Pemeriksaan Dan 

Perawatan Terhadap 
Pasien Yang Cepat 

Dan Tepat 

          

2. Kelengkapan, 
Kesiapan Dan 

Kebersihan Alat-

Alat Pemeriksaan 

Yang Dipakai 
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Keadilan Dapatkan 

Pelayanan 

 

1. Petugas Kesehatan 

Selalu Memberikan 

Pelayanan Terhadap 
Pasien Tanpa Pilih- 

Pilih. 

          

2. Terciptanya Suasan 

Kekeluargaan 
Antara Petugas 

Kesehatan Dengan 

Pasien 

          

 

Kesopanan Dan Keramahan 

Petugas 

 

1. Petugas Kesehatan Selalu 

Bersikap Sopan Dan 

Ramah Dalam Melayani 
Pasien 

          

2. Petugas Kesehatan 

Mengucapkanterimakasih 

Pada Akhir Pelayanan 

          

Kewajiban Biaya Pelayanan  

1. Tingkat Keterjangkauan 

Biaya Pelayanan 

          

2. Tingkat Kewajaran Biaya 
Pelayanan. 

          

Kepastian Biaya Pelayanan 

 

 

1. Tingkat Kejelasan 
Rincian Biaya 

          

2. Tingkat Keterbukaan 

Mengenai Rincian biaya 

          

Kepastian Jadwal Pelayanan 
 

 

1. Jam Buka Pelayanan 

Tepat Waktu 

          

2. Polindes Buka 24 Jam 

Dalam Pelayanan 
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Kenyamanan Lingkungan 

 

 

1. Terciptanya Suasana 

Aman Dan Tenteram Di  
Lingkungan 

          

2. Terciptanya Suasan 

Kekeluargaan Antara 

Petugas Kesehatan 
Dengan Pasien 

          

 

Keamanan Pelayanan 

 

 

1. Tingkat Kebersihan  

Dan Kerapian 
Lingkungan Tempat 

Pelayanan 

          

2. Tingkat 
Ketersediaan 

Fasilitas Pelayanan 
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LAMPIRAN 2 REKAPITULASI DATA JAWABAN RESPONDEN KINERJA 
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LAMPIRAN 3 

Hasil Uji Validitas 

CORRELATIONS 

  /VARIABLES=x1.1 x1.2 x1 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 
 

Correlations 

  x1.1 x1.2 x1 

x1.1 Pearson Correlation 1 .245* .791** 

Sig. (2-tailed)  .019 .000 

N 91 91 91 

x1.2 Pearson Correlation .245* 1 .630** 

Sig. (2-tailed) .019  .000 

N 91 91 91 

x1 Pearson Correlation .791** .630** 1 

Sig. (2-tailed) .000 .000  

N 91 91 91 

 

  /VARIABLES=x2.1 x2.2 x2 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 

Correlations 

  
x2.1 x2.2 x2 

x
2
.
1 

Pearson Correlation 1 .044 .652** 

Sig. (2-tailed)  .681 .000 

N 91 91 91 

x
2
.
2 

Pearson Correlation .044 1 .634** 

Sig. (2-tailed) .681  .000 

N 91 91 91 

x
2 

Pearson Correlation .652** .634** 1 

Sig. (2-tailed) .000 .000  

N 91 91 91 

**. Correlation is significant at the 0.01 level (2-tailed). 
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CORRELATIONS 

  /VARIABLES=x3.1 x3.2 x3 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 

Correlations 

  x3.1 x3.2 x3 

x3.1 Pearson Correlation 1 .049 .550** 

Sig. (2-tailed)  .644 .000 

N 91 91 91 

x3.2 Pearson Correlation .049 1 .720** 

Sig. (2-tailed) .644  .000 

N 91 91 91 

x3 Pearson Correlation .550** .720** 1 

Sig. (2-tailed) .000 .000  

N 91 91 91 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

CORRELATIONS 

  /VARIABLES=x4.1 x4.2 x4 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 

 
Correlations 

  x4.1 x4.2 x4 

x4.1 Pearson Correlation 1 .048 .644** 

Sig. (2-tailed)  .650 .000 

N 91 91 91 

x4.2 Pearson Correlation .048 1 .633** 

Sig. (2-tailed) .650  .000 

N 91 91 91 

x4 Pearson Correlation .644** .633** 1 

Sig. (2-tailed) .000 .000  

N 91 91 91 

**. Correlation is significant at the 0.01 level (2-tailed). 
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CORRELATIONS 

  /VARIABLES=x5.1 x5.2 x5 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 

Correlations 

  x5.1 x5.2 x5 

x5.1 Pearson Correlation 1 .090 .713** 

Sig. (2-tailed)  .395 .000 

N 91 91 91 

x5.2 Pearson Correlation .090 1 .641** 

Sig. (2-tailed) .395  .000 

N 91 91 91 

x5 Pearson Correlation .713** .641** 1 

Sig. (2-tailed) .000 .000  

N 91 91 91 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

 

CORRELATIONS 

  /VARIABLES=x6.1 x6.2 x6 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 

 
Correlations 

  x6.1 x6.2 x6 

x6.1 Pearson Correlation 1 .009 .601** 

Sig. (2-tailed)  .936 .000 

N 91 91 91 

x6.2 Pearson Correlation .009 1 .685** 

Sig. (2-tailed) .936  .000 

N 91 91 91 

x6 Pearson Correlation .601** .685** 1 

Sig. (2-tailed) .000 .000  

N 91 91 91 

**. Correlation is significant at the 0.01 level (2-tailed). 
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CORRELATIONS 

  /VARIABLES=X7.1 X7.2 X7 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 

 
Correlations 

  X7.1 X7.2 X7 

X7.1 Pearson Correlation 1 .815** .953** 

Sig. (2-tailed)  .000 .000 

N 91 91 91 

X7.2 Pearson Correlation .815** 1 .938** 

Sig. (2-tailed) .000  .000 

N 91 91 91 

X7 Pearson Correlation .953** .938** 1 

Sig. (2-tailed) .000 .000  

N 91 91 91 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

 

CORRELATIONS 

  /VARIABLES=X8.1 X8.2 X8 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 

 
Correlations 

  X8.1 X8.2 X8 

X8.1 Pearson Correlation 1 .131 .664** 

Sig. (2-tailed)  .215 .000 

N 91 91 91 

X8.2 Pearson Correlation .131 1 .695** 

Sig. (2-tailed) .215  .000 

N 91 91 91 

X8 Pearson Correlation .664** .695** 1 

Sig. (2-tailed) .000 .000  

N 91 91 91 

**. Correlation is significant at the 0.01 level (2-tailed). 
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CORRELATIONS 

  /VARIABLES=X9.1 X9.2 X9 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 

Correlations 

  X9.1 X9.2 X9 

X9.
1 

Pearson Correlation 1 .456** .830** 

Sig. (2-tailed)  .000 .000 

N 91 91 91 

X9.
2 

Pearson Correlation .456** 1 .789** 

Sig. (2-tailed) .000  .000 

N 91 91 91 

X9 Pearson Correlation .830** .789** 1 

Sig. (2-tailed) .000 .000  

N 91 91 91 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

CORRELATIONS 

  /VARIABLES=X10.1 X10.2 X10 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 

 
Correlations 

  X10.1 X10.2 X10 

X10.
1 

Pearson Correlation 1 .000 .600** 

Sig. (2-tailed)  1.000 .000 

N 91 91 91 

X10.
2 

Pearson Correlation .000 1 .663** 

Sig. (2-tailed) 1.000  .000 

N 91 91 91 

X10 Pearson Correlation .600** .663** 1 

Sig. (2-tailed) .000 .000  

N 91 91 91 

**. Correlation is significant at the 0.01 level (2-tailed). 
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CORRELATIONS 

  /VARIABLES=X11.1 X11.2 X11 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 

 
Correlations 

  X11.1 X11.2 X11 

X11.

1 

Pearson Correlation 1 .183 .739** 

Sig. (2-tailed)  .082 .000 

N 91 91 91 

X11.
2 

Pearson Correlation .183 1 .724** 

Sig. (2-tailed) .082  .000 

N 91 91 91 

X11 Pearson Correlation .739** .724** 1 

Sig. (2-tailed) .000 .000  

N 91 91 91 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

CORRELATIONS 

  /VARIABLES=X12.1 X12.2 X12 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 

Correlations 

  X12.1 X12.2 X12 

X12.1 Pearson Correlation 1 -.009 .640** 

Sig. (2-tailed)  .934 .000 

N 91 91 91 

X12.2 Pearson Correlation -.009 1 .657** 

Sig. (2-tailed) .934  .000 

N 91 91 91 

X12 Pearson Correlation .640** .657** 1 

Sig. (2-tailed) .000 .000  

N 91 91 91 

**. Correlation is significant at the 0.01 level (2-tailed). 
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CORRELATIONS 

  /VARIABLES=X13.1 X13.2 X13 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE 

Correlations 

  X13.1 X13.2 X13 

X13.
1 

Pearson Correlation 1 .752** .752** 

Sig. (2-tailed)  .000 .000 

N 91 91 91 

X13.
2 

Pearson Correlation .752** 1 1.000** 

Sig. (2-tailed) .000  .000 

N 91 91 91 

X13 Pearson Correlation .752** 1.000** 1 

Sig. (2-tailed) .000 .000  

N 91 91 91 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

 

CORRELATIONS 

  /VARIABLES=X14.1 X14.2 X14 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 

Correlations 

  X14.1 X14.2 X14 

X14.1 Pearson Correlation 1 .208* .696** 

Sig. (2-tailed)  .048 .000 

N 91 91 91 

X14.2 Pearson Correlation .208* 1 .777** 

Sig. (2-tailed) .048  .000 

N 91 91 91 

X14 Pearson Correlation .696** .777** 1 

Sig. (2-tailed) .000 .000  

N 91 91 91 

*. Correlation is significant at the 0.05 level (2-tailed). 

**. Correlation is significant at the 0.01 level (2-tailed). 
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Lampiran 4  Hasil Uji Reliabilitas 

RELIABILITY 

  /VARIABLES=x1.1 x1.2 x1 

  /SCALE('ALL VARIABLES')AL 

  /MODEL=ALPHA. 

 
Case Processing Summary 

  N % 

   Cases Valid 91 98.9 

Excludeda 1 1.1 

Total 92 100.0 

a. Listwise deletion based on all variables 
in the procedure. 

 

RELIABILITY 

  /VARIABLES=x2.1 x2.2 x2 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

 

 
Reliability Statistics 

Cronbach's 
Alpha N of Items 

.685 3 

 

 
 

RELIABILITY 

  /VARIABLES=x3.1 x3.2 x3 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.661 3 

 

 
  

Reliability Statistics 

Cronbach's 
Alpha 

N of 
Items 

.769 3 

Case Processing Summary 

  N % 

Cases Valid 91 98.9 

Excludeda 1 1.1 

Total 92 100.0 

a. Listwise deletion based on all variables 
in the procedure. 

Case Processing Summary 

    N % 

 Cases Valid 91 98.9 

Excludeda 1 1.1 

Total 92 100.0 
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RELIABILITY 

  /VARIABLES=x4.1 x4.2 x4 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

 

Case Processing Summary 

  N % 

  Cases 
 

Valid 91 98.9 

Excludeda 1 1.1 

Total 92 100.0 

a. Listwise deletion based on all variables 

in the procedure. 

 

RELIABILITY 

  /VARIABLES=x5.1 x5.2 x5 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

Case Processing Summary 

  N % 

Cases Valid 91 98.9 

Excludeda 1 1.1 

Total 92 100.0 

a. Listwise deletion based on all variables 

in the procedure. 

 

RELIABILITY 

  /VARIABLES=x6.1 x6.2 x6 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.661 3 

RELIABILITY 

  /VARIABLES=X7.1 X7.2 X7 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

  

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.679 3 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.698 3 

Case Processing Summary 

  
N % 

Cases Valid 91 98.9 

Excludeda 1 1.1 

Total 92 100.0 

a. Listwise deletion based on all variables in the 

procedure. 
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RELIABILITY 

  /VARIABLES=X8.1 X8.2 X8 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA 
 

Reliability Statistics 

Cronbach's 
Alpha N of Items 

.720 3 

 

 
RELIABILITY 

  /VARIABLES=X9.1 X9.2 X9 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

 

Case Processing Summary 

   N % 

Cases Valid 91 98.9 

Excludeda 1 1.1 

Total 92 100.0 

a. Listwise deletion based on all variables in the 
procedure. 

 

  

Case Processing Summary 

    N % 

  Cases Valid 91 98.9 

Excludeda 1 1.1 

Total 92 100.0 

a. Listwise deletion based on all variables 

in the procedure. 

 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.955 3 

Case Processing Summary 

  N % 

Cases Valid 91 98.9 

Excludeda 1 1.1 

Total 92 100.0 

a. Listwise deletion based on all variables in the 
procedure. 

Reliability Statistics 

Cronbach's 
Alpha N of Items 

.860 3 
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RELIABILITY 

  /VARIABLES=X10.1 X10.2 X10 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

 

 

RELIABILITY 

  /VARIABLES=X11.1 X11.2 X11 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

 

 

 

 

 

 

 
 

RELIABILITY 

  /VARIABLES=X12.1 X12.2 X12 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.652 3 

 
 

 

 

  

Case Processing Summary 

  N % 

Cases Valid 91 98.9 

Excludeda 1 1.1 

Total 92 100.0 

a. Listwise deletion based on all variables 
in the procedure. 

Reliability Statistics 

Cronbach's 
Alpha N of Items 

.646 3 

Case Processing Summary 

  N % 

   Cases Valid 91 98.9 

Excludeda 1 1.1 

Total 92 100.0 

a. Listwise deletion based on all variables 
in the procedure. 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.772 3 

Case Processing Summary 

  N % 

Cases Valid 91 98.9 

Excludeda 1 1.1 

Total 92 100.0 

a. Listwise deletion based on all variables in the 

procedure. 
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RELIABILITY 

  /VARIABLES=X13.1 X13.2 X13 

  /SCALE('ALL VARIABLES') AL 

  /MODEL=ALPHA. 

Case Processing Summary 

  N % 

Cases Valid 91 98.9 

Excludeda 1 1.1 

Total 92 100.0 

a. Listwise deletion based on all variables in the 
procedure. 

 
RELIABILITY 

  /VARIABLES=X14.1 X14.2 X14 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA. 

 
Case Processing Summary 

  N % 

 Cases Valid 91 98.9 

Excludeda 1 1.1 

Total 92 100.0 

a. Listwise deletion based on all variables in the 
procedure. 

 

  

Reliability Statistics 

Cronbach's 
Alpha N of Items 

.933 3 

Reliability Statistics 

Cronbach's 
Alpha N of Items 

.764 3 
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Lampiran  5 

Distribusi Frekuensi Kinerja Jawaban Responden 

Frequency Table 

 
x1.1 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 2 1 1.1 1.1 1.1 

3 29 31.5 31.9 33.0 

4 33 35.9 36.3 69.2 

5 28 30.4 30.8 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 
x1.2 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 2 11 12.0 12.1 12.1 

3 50 54.3 54.9 67.0 

4 30 32.6 33.0 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 
x2.2 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 3 12 13.0 13.2 13.2 

4 54 58.7 59.3 72.5 

5 25 27.2 27.5 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   
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x3.1 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 2 1 1.1 1.1 1.1 

3 28 30.4 30.8 31.9 

4 50 54.3 54.9 86.8 

5 12 13.0 13.2 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 
x3.2 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 2 12 13.0 13.2 13.2 

3 27 29.3 29.7 42.9 

4 38 41.3 41.8 84.6 

5 14 15.2 15.4 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 
x4.1 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 1 42 45.7 46.2 46.2 

2 45 48.9 49.5 95.6 

3 4 4.3 4.4 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   
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x4.2 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 1 24 26.1 26.4 26.4 

2 51 55.4 56.0 82.4 

3 16 17.4 17.6 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 
x5.1 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 3 28 30.4 30.8 30.8 

4 48 52.2 52.7 83.5 

5 15 16.3 16.5 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 
x5.2 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 2 2 2.2 2.2 2.2 

3 16 17.4 17.6 19.8 

4 45 48.9 49.5 69.2 

5 28 30.4 30.8 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   
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x6.1 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 2 1 1.1 1.1 1.1 

3 18 19.6 19.8 20.9 

4 54 58.7 59.3 80.2 

5 18 19.6 19.8 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 
x6.2 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 2 5 5.4 5.5 5.5 

3 31 33.7 34.1 39.6 

4 41 44.6 45.1 84.6 

5 14 15.2 15.4 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 
X7.1 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 1 30 32.6 33.0 33.0 

2 32 34.8 35.2 68.1 

3 28 30.4 30.8 98.9 

4 1 1.1 1.1 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   
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X7.2 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 1 30 32.6 33.0 33.0 

2 25 27.2 27.5 60.4 

3 24 26.1 26.4 86.8 

4 9 9.8 9.9 96.7 

5 3 3.3 3.3 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 
X8.1 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 2 3 3.3 3.3 3.3 

3 44 47.8 48.4 51.6 

4 39 42.4 42.9 94.5 

5 5 5.4 5.5 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 
X8.2 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 1 1 1.1 1.1 1.1 

2 2 2.2 2.2 3.3 

3 21 22.8 23.1 26.4 

4 49 53.3 53.8 80.2 

5 18 19.6 19.8 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   
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X9.1 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 2 4 4.3 4.4 4.4 

3 42 45.7 46.2 50.5 

4 35 38.0 38.5 89.0 

5 10 10.9 11.0 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 
X9.2 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1 2 2.2 2.2 2.2 

2 4 4.3 4.4 6.6 

3 20 21.7 22.0 28.6 

4 42 45.7 46.2 74.7 

5 23 25.0 25.3 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

 
X10.1 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 2 20 21.7 22.0 22.0 

3 51 55.4 56.0 78.0 

4 20 21.7 22.0 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   
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X10.2 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 2 3 3.3 3.3 3.3 

3 9 9.8 9.9 13.2 

4 44 47.8 48.4 61.5 

5 35 38.0 38.5 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 
X11.1 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 1 2 2.2 2.2 2.2 

2 3 3.3 3.3 5.5 

3 17 18.5 18.7 24.2 

4 44 47.8 48.4 72.5 

5 25 27.2 27.5 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 
X11.2 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 1 1 1.1 1.1 1.1 

2 3 3.3 3.3 4.4 

3 12 13.0 13.2 17.6 

4 39 42.4 42.9 60.4 

5 36 39.1 39.6 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   
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X12.1 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 1 1 1.1 1.1 1.1 

2 3 3.3 3.3 4.4 

3 10 10.9 11.0 15.4 

4 41 44.6 45.1 60.4 

5 36 39.1 39.6 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 
X12.2 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 2 8 8.7 8.8 8.8 

3 33 35.9 36.3 45.1 

4 41 44.6 45.1 90.1 

5 9 9.8 9.9 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 

X13.1 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1 61 66.3 67.0 67.0 

2 28 30.4 30.8 97.8 

3 2 2.2 2.2 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   
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X13.2 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 1 74 80.4 81.3 81.3 

2 15 16.3 16.5 97.8 

3 2 2.2 2.2 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 
X14.1 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 2 4 4.3 4.4 4.4 

3 19 20.7 20.9 25.3 

4 53 57.6 58.2 83.5 

5 15 16.3 16.5 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   

 
X14.2 

  
Frequency Percent Valid Percent 

Cumulative 
Percent 

Valid 1 2 2.2 2.2 2.2 

2 8 8.7 8.8 11.0 

3 25 27.2 27.5 38.5 

4 33 35.9 36.3 74.7 

5 23 25.0 25.3 100.0 

Total 91 98.9 100.0  

Missing System 1 1.1   

Total 92 100.0   
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LAMPIRAN 6 REKAPITULASI DATA PERHITUNGAN CUSTOMER 

SATISFACTION INDEX 

NO ATRIBUT  MSS   MIS  WF(%) WS 

1 
Petugas Pendaftaran melayani dengan cepat dan 
tanggap 3,96 4,25 3,59 14,207 

2 Petugas menangapi pertanyaan dengan baik              3,20 4,15 3,50 11,211 

3 Tingkat keterbukaan persyaratan pelayanan             3,10 4,00 3,38 10,468 

4 Tingkat kemudahan dalam mengurus pelayanan            4,14 4,12 3,48 14,399 

5 Petugas menjelaskan penyakit diderita pasien          3,80 4,06 3,43 13,024 

6 
Petugas memberikan kesempatan pasien untuk 
bertanya   3,59 3,90 3,29 11,819 

7 Petugas memberikan pelayanan tepat waktu              1,58 4,23 3,57 5,642 

8 Selalu datang tepat waktu ketika shif dalam pelayanan 1,91 4,46 3,76 7,191 

9 
Petugas kesehatan mampu menjaga kerahasiaan 
pemeriksa 3,85 4,09 3,45 13,293 

10 

Petugas kesehatan terampil dalam memberikan 

pelayanan 4,08 4,17 3,52 14,362 

11 
Tindakan cepat pada saat pasien membutuhkan 
pelayanan 3,97 4,39 3,71 14,712 

12 
Petugas kesehatan mempunyai kemampuan dalam 
mengobati 3,70 3,84 3,24 11,994 

13 
Palayanan pemerksaan dan perawatan yang tepat  dan 
ce 2,00 4,28 3,61 7,226 

14 Kelengakapan ,kesiapan  dan kebersihan alat-alat  yan 2,23 4,38 3,70 8,245 

15 
Petugas memberikan pelayanan kepada pasien tanpa 
pili 3,50 3,73 3,15 11,021 

16 
Terciptanya kekeluargaan  petugas kesehatan dengan 
pa 3,89 3,98 3,36 13,070 

17 

Petugas pasien selalu bersikap sopan dan ramah 

kepada 3,56 3,68 3,11 11,059 

18 
Petugas mengucapkan terimkasih kepada pada akhir 
pela 3,87 3,53 2,98 11,532 

19 Tingkat keterjangakaun biaya pelayanan                3,00 4,05 3,42 10,257 

20 Tingkat kewajaran biaya pelayanan                     4,21 3,62 3,06 12,865 

21 Tingkat kejelasan rician biaya                        3,95 4,52 3,82 15,072 

22 Tingkat keterbukaan mengenai rincian biaya            4,16 4,61 3,89 16,189 

23 Jam buka pelayanan tepat waktu                        4,18 4,72 3,98 16,655 

24 Polindes buka 24 jam dalam pelayanan                  3,56 4,41 3,72 13,253 

25 Tercuptanya susanan aman dan tentram lingkungan       1,35 4,78 4,04 5,447 

26 terciptanya susana kekelurgaan antara petugas dengan  1,20 4,82 4,07 4,883 

27 
Tingkat kebersihan dan kerapian lingkungan tempat 
pel 3,86 4,88 4,12 15,901 

28 Tingkat ketersediaan fasilitas pelayanan              3,73 4,81 4,06 15,145 

 Total 93,13 118,46  330,142 

 Rata- Rata Total  592,30   
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LAMPIRAN 7 Rekapitulasi Data Perhitunga Pengolahan Data IPA (Importance Performance 

Analysis) 

 

NO             ATRIBUT KINERJA  

 

KEPENTINGAN  

1 
Petugas Pendaftaran melayani dengan cepat dan 
tanggap      3,96     4,25  

2 Petugas menangapi pertanyaan dengan baik                   3,20     4,15  

3 Tingkat keterbukaan persyaratan pelayanan                  3,10     4,00  

4 Tingkat kemudahan dalam mengurus pelayanan                 4,14     4,12  

5 Petugas menjelaskan penyakit diderita pasien               3,80     4,06  

6 Petugas memberikan kesempatan pasien untuk bertanya       3,59    3,90  

7 Petugas memberikan pelayanan tepat waktu                   1,58     4,23  

8 Selalu datang tepat waktu ketika shif dalam pelayanan      1,91     4,46  

9 
Petugas kesehatan mampu menjaga kerahasiaan 
pemeriksa      3,85     4,09  

10 
Petugas kesehatan terampil dalam memberikan 
pelayanan      4,08     4,17  

11 
Tindakan cepat pada saat pasien membutuhkan 
pelayanan      3,97     4,39  

12 
Petugas kesehatan mempunyai kemampuan dalam 
mengobati      3,70     3,84  

13 
Palayanan pemerksaan dan perawatan yang tepat  dan 
ce      2,00     4,28  

14 Kelengakapan ,kesiapan  dan kebersihan alat-alat  yan      2,23     4,38  

15 
Petugas memberikan pelayanan kepada pasien tanpa 
pili      3,50     3,73  

16 Terciptanya kekeluargaan  petugas kesehatan dengan pa      3,89     3,98  

17 Petugas pasien selalu bersikap sopan dan ramah kepada      3,56     3,68  

18 
Petugas mengucapkan terimkasih kepada pada akhir 
pela      3,87     3,53  

19 Tingkat keterjangakaun biaya pelayanan                     3,00     4,05  

20 Tingkat kewajaran biaya pelayanan                          4,21     3,62  

21 Tingkat kejelasan rician biaya                             3,95     4,52  

22 Tingkat keterbukaan mengenai rincian biaya                 4,16     4,61  

23 Jam buka pelayanan tepat waktu                             4,18     4,72  
24 Polindes buka 24 jam dalam pelayanan                       3,56     4,41  

25 Tercuptanya susanan aman dan tentram lingkungan            1,35     4,78  

26 terciptanya susana kekelurgaan antara petugas dengan       1,20     4,82  

27 Tingkat kebersihan dan kerapian lingkungan tempat pel      3,86     4,88  

28 Tingkat ketersediaan fasilitas pelayanan                   3,73     4,81  

 
TOTAL:    93,13  118,46 

 
RATA-RATA TOTAL  465,65 592,30 

Sumber Data : Lampiran 6 Spss Diolah 2018 
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LAMPIRAN 8 Diagram Kartesius Untuk Analisis dan Pemecahan Nilai IPA 

(importance Performance Analysis).   

GAMBAR SUMBU  DIAGRAM HASIL PENGOLAHAN IPA 

 

 

 

 

 

 

 

 

 



98 
 
LAMPIRAN DOKUMENTASI 
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