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Lampiran 1. Kuesioner Penelitian 

 

ANALISIS TINGKAT KEPUASAN PASIEN TERHADAP 

PELAYANAN FARMASI DI PUSKESMAS PURWOSARI 

SURAKARTA MENGGUNAKAN METODE SERVQUAL 

 

Responden penelitian ini adalah pasien di Puskesmas Purwosari Surakarta 

yang bersedia menjadi sampel dan belum pernah mengisi kuesioner ini 

sebelumnya 

 

Mohon diisi data diri anda : 

Hari      : ........................ Tanggal : ..................... Nomor Responden : ............  

Nama : ............................................................  

Alamat :..............................................................  

 

Berilah tanda silang (√) pada pilihan yang sesuai 

 

I.   Karakteristik Responden 

 

1. Jenis Kelamin :      Pria         Wanita  

 

2. Usia                             :      Usia 18 – 25 tahun  

  Usia 26 – 45 tahun  

Usia 46 – 65 tahun  

Usia 65 – sampai atas  

 

3. Pendidikan Terakhir    :      Tamat SD         Tamat SMP 

Tamat SMA    Tamat Diploma 

Tamat S1                     Tamat S2/S3 

Tidak bersekolah  

 

4. Pekerjaan                      :     Buruh            Wiraswasta    

PNS TNI/POLRI 

Pelajar/Mahasiswa     Pegawai Swasta                            

Ibu rumah tangga   Lain-lain   

 

5. Sudah berapa kali anda ke Puskesmas   

Baru pertama kali             Lebih dari 2 kali            Pasien rutin  
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ANALISA TINGKAT KEPUASAN PASIEN TERHADAP 

PELAYANAN FARMASI DI PUSKESMAS PURWOSARI 

SURAKARTA MENGGUNAKAN METODE SERVQUAL 

 

Responden penelitian ini adalah pasien pelayanan farmasi di 

Puskesmas Purwosari Surakarta yang bersedia menjadi sampel 

dan belum pernah mengisi kuesioner ini sebelumnya 

 

METODE SERVQUAL (Modifikasi)   

Petunjuk pengisian :  

Berikut   ini   adalah   isian   mengenai     kenyataan   yang   diterima   

bapak/ibu    mengenai pelayanan  Farmasi  di Puskesmas  Purwosari.  

Berilah tanda (√) pada kolom yang ingin di isi.  

 

Nilai Kenyataan  Nilai Harapan  

1 = Sangat tidak puas  

2 = Tidak puas  

3 = Puas  

4 = Sangat puas  

1    = Sangat tidak puas  

2 = Tidak puas  

3 = Puas  

  4    = Sangat puas 

 

Harapan yang 

diinginkan 

pasien 
No Pertanyaan 

Kenyataan 

yang diterima 

pasien 

1 2 3 4 1 2 3 4 

Bukti Fisik  (Tangible) 

    1.  Apakah alur pelayanan obat rawat 

jalan pasien sudah jelas?  

    

    2.  Apakah ruang tunggu di Pelayanan 

Farmasi bersih dan nyaman? 

    

    

3.  

Apakah penampilan apoteker 

menggunakan tanda pengenal (ID 

Card atau jas)? 

    

    4.  Apakah kartu antrian diperoleh 

dengan mudah dan jelas? 

    

    

5.  

Apakah terdapat fasilitas ruang 

tunggu yang baik dan nyaman 

seperti terdapat tempat cuci tangan, 
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Harapan yang 

diinginkan 

pasien 
No Pertanyaan 

Kenyataan 

yang diterima 

pasien 

1 2 3 4 1 2 3 4 

tempat sampah, brosur, dll? 

    

6.  

Apakah terdapat papan nama 

Pelayanan Farmasi dapat dengan 

mudah terlihat?  

    

Keandalan  (Reliability) 

    

1.  

Apakah jam  buka  pelayanan  

Pelayanan  Farmasi  Puskesmas  

tepat sesuai jadwal (waktu buka 

pelayanan dan waktu tutup)? 

    

    2.  Apakah pelayanan Farmasi 

Puskesmas  mudah dan cepat? 

    

    

3.  

Apakah waktu tunggu 

pengambilan obat racikan ≤ 60 

menit dan non racikan ≤ 30 menit? 

    

    

4.  

Apakah tenaga kefarmasian  

memberikan     pelayanan     yang     

baik  dengan menjelaskan 

informasi obat meliputi nama 

obat, dan cara pakai obat? 

    

    
5.  

Apakah pasien tidak dipungut 

biaya di pelayanan kefarmasian? 

    

Daya Tanggap (Responsiveness) 

    

1.  

Apakah Tenaga kefarmasian 

melayani dengan baik saat pasien 

minta penjelasan terkait obat? 

    

    2.  Apakah tenaga kefarmasian 

menyiapkan obat dengan segera?  

    

Jaminan (Assurance) 

    1.  Apakah tenaga kefarmasian 

menyiapkan obat dengan benar 

dan teliti? 

    

    
2.  

Apakah tenaga kefarmasian 

menanyakan nomor antrian dan 
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Harapan yang 

diinginkan 

pasien 
No Pertanyaan 

Kenyataan 

yang diterima 

pasien 

1 2 3 4 1 2 3 4 

identitas pasien saat menyerahkan 

obat?  

    3.  Apakah obat dalam kemasan yang 

baik ketika diberikan?  

    

Kepedulian (Empathy) 

    1.  Apakah pelayanan Tenaga 

kefarmasian sopan dan ramah?  

    

    

2.  

Apakah pelayanan   Tenaga 

kefarmasian   sama, tidak 

membedakan pasien? 

    

    

3. 

Apakah tenaga kefarmasian 

perhatian terhadap pasien atau 

pengantarnya? 

    

    

4. 

Apakah tenaga kefarmasian  

mendengarkan  dengan  sabar  

pertanyaan dan keluhan pasien 

atau keluarga pasien? 

    

    

5. 

Apakah tenaga kefarmasian    

memahami  kebutuhan  pasien  

dan  memberikan solusi? 
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Lampiran 2. Surat Izin Penelitian 
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Lampiran 3. Surat Izin Rekomendasi Dari Instansi Pemohon 
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Lampiran 4. Ethical Clearance 
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Lampiran 5. Uji Validitas  Y (Harapan) 

    

Kode Indikator r Hitung Syarat Keterangan 

Y.1 .863** > 0.361 Valid 

Y.2 .833** > 0.361 Valid 

Y.3 .931** > 0.361 Valid 

Y.4 .919** > 0.361 Valid 

Y.5 .891** > 0.361 Valid 

Y.6 .918** > 0.361 Valid 

Y.7 .924** > 0.361 Valid 

Y.8 .968** > 0.361 Valid 

Y.9 .947** > 0.361 Valid 

Y.10 .947** > 0.361 Valid 

Y.11 .912** > 0.361 Valid 

Y.12 .968** > 0.361 Valid 

Y.13 .911** > 0.361 Valid 

Y.14 .968** > 0.361 Valid 

Y.15 .968** > 0.361 Valid 

Y.16 .959** > 0.361 Valid 

Y.17 .924** > 0.361 Valid 

Y.18 .947** > 0.361 Valid 

Y.19 .959** > 0.361 Valid 

Y.20 .959** > 0.361 Valid 

Y.21 .952** > 0.361 Valid 

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

**. Correlation is significant at the 0.01 level (2-tailed). 
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UJI VALIDITAS  X (Kenyataan) 
 

     Kode 

Indikator 
r Hitung Syarat Keterangan 

 X.1 .770** > 0.361 Valid 
 X.2 .660** > 0.361 Valid 
 X.3 .665** > 0.361 Valid 
 X.4 .665** > 0.361 Valid 
 X.5 .725** > 0.361 Valid 
 X.6 .816** > 0.361 Valid 
 X.7 .717** > 0.361 Valid 
 X.8 .821** > 0.361 Valid 
 X.9 .828** > 0.361 Valid 
 X.10 .804** > 0.361 Valid 
 X.11 .880** > 0.361 Valid 
 X.12 .673** > 0.361 Valid 
 X.13 .667** > 0.361 Valid 
 X.14 .748** > 0.361 Valid 
 X.15 .670** > 0.361 Valid 
 X.16 .760** > 0.361 Valid 
 X.17 .808** > 0.361 Valid 
 X.18 .828** > 0.361 Valid 
 X.19 .776** > 0.361 Valid 
 X.20 .790** > 0.361 Valid 
 X.21 .788** > 0.361 Valid 
 *. Correlation is significant at the 0.05 level (2-tailed). 

 **. Correlation is significant at the 0.01 level (2-tailed). 
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jika r hitung > r tabel maka data telah memenuhi syarat validitas 

 nilai r tabel : dengan df = n-2 = 30-2= 28 

didapatkan nilai 0,361 

cara baca tabel r :  

kolom kanan cari nilai 0,05 

baris cari angka df = 28  

jadi didapatkan nilai (0,05, 28) = 0,361 

 

Correlations 

  

Correlations 

  Y 

  
  X 

Y.1 Pearson 

Correlation 

.863** .863** 

 

X.1 Pearson 

Correlation 

.770** 

Sig. (2-tailed) 0,000 .833** 

 
Sig. (2-tailed) 0,000 

N 30 .931** 

 
N 30 

Y.2 Pearson 

Correlation 

.833** .919** 

 

X.2 Pearson 

Correlation 

.660** 

Sig. (2-tailed) 0,000 .891** 

 
Sig. (2-tailed) 0,000 

N 30 .918** 

 
N 30 

Y.3 Pearson 

Correlation 

.931** .924** 

 

X.3 Pearson 

Correlation 

.665** 

Sig. (2-tailed) 0,000 .968** 

 
Sig. (2-tailed) 0,000 

N 30 .947** 

 
N 30 

Y.4 Pearson 

Correlation 

.919** .947** 

 

X.4 Pearson 

Correlation 

.665** 

Sig. (2-tailed) 0,000 .912** 

 
Sig. (2-tailed) 0,000 

N 30 .968** 

 
N 30 

Y.5 Pearson 

Correlation 

.891** .911** 

 

X.5 Pearson 

Correlation 

.725** 

Sig. (2-tailed) 0,000 .968** 

 
Sig. (2-tailed) 0,000 

N 30 .968** 

 
N 30 

Y.6 Pearson 

Correlation 

.918** .959** 

 

X.6 Pearson 

Correlation 

.816** 

Sig. (2-tailed) 0,000 .924** 

 
Sig. (2-tailed) 0,000 

N 30 .947** 

 
N 30 

Y.7 Pearson 

Correlation 

.924** .959** 

 

X.7 Pearson 

Correlation 

.717** 

Sig. (2-tailed) 0,000 .959** 

 
Sig. (2-tailed) 0,000 

N 30 .952** 

 
N 30 

Y.8 Pearson 

Correlation 

.968** 

  

X.8 Pearson 

Correlation 

.821** 

Sig. (2-tailed) 0,000 

  
Sig. (2-tailed) 0,000 

N 30 

  
N 30 

Y.9 Pearson 

Correlation 

.947** 

  

X.9 Pearson 

Correlation 

.828** 

Sig. (2-tailed) 0,000 

  
Sig. (2-tailed) 0,000 

N 30 

  
N 30 

Y.10 Pearson 

Correlation 

.947** 

  

X.10 Pearson 

Correlation 

.804** 
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Sig. (2-tailed) 0,000 

  
Sig. (2-tailed) 0,000 

N 30 

  
N 30 

Y.11 Pearson 

Correlation 

.912** 

  

X.11 Pearson 

Correlation 

.880** 

Sig. (2-tailed) 0,000 

  
Sig. (2-tailed) 0,000 

N 30 

  
N 30 

Y.12 Pearson 

Correlation 

.968** 

  

X.12 Pearson 

Correlation 

.673** 

Sig. (2-tailed) 0,000 

  
Sig. (2-tailed) 0,000 

N 30 

  
N 30 

Y.13 Pearson 

Correlation 

.911** 

  

X.13 Pearson 

Correlation 

.667** 

Sig. (2-tailed) 0,000 

  
Sig. (2-tailed) 0,000 

N 30 

  
N 30 

Y.14 Pearson 

Correlation 

.968** 

  

X.14 Pearson 

Correlation 

.748** 

Sig. (2-tailed) 0,000 

  
Sig. (2-tailed) 0,000 

N 30 

  
N 30 

Y.15 Pearson 

Correlation 

.968** 

  

X.15 Pearson 

Correlation 

.670** 

Sig. (2-tailed) 0,000 

  
Sig. (2-tailed) 0,000 

N 30 

  
N 30 

Y.16 Pearson 

Correlation 

.959** 

  

X.16 Pearson 

Correlation 

.760** 

Sig. (2-tailed) 0,000 

  
Sig. (2-tailed) 0,000 

N 30 

  
N 30 

Y.17 Pearson 

Correlation 

.924** 

  

X.17 Pearson 

Correlation 

.808** 

Sig. (2-tailed) 0,000 

  
Sig. (2-tailed) 0,000 

N 30 

  
N 30 

Y.18 Pearson 

Correlation 

.947** 

  

X.18 Pearson 

Correlation 

.828** 

Sig. (2-tailed) 0,000 

  
Sig. (2-tailed) 0,000 

N 30 

  
N 30 

Y.19 Pearson 

Correlation 

.959** 

  

X.19 Pearson 

Correlation 

.776** 

Sig. (2-tailed) 0,000 

  
Sig. (2-tailed) 0,000 

N 30 

  
N 30 

Y.20 Pearson 

Correlation 

.959** 

  

X.20 Pearson 

Correlation 

.790** 

Sig. (2-tailed) 0,000 

  
Sig. (2-tailed) 0,000 

N 30 

  
N 30 

Y.21 Pearson 

Correlation 

.952** 

  

X.21 Pearson 

Correlation 

.788** 

Sig. (2-tailed) 0,000 

  
Sig. (2-tailed) 0,000 

N 30 

  
N 30 

Y Pearson 

Correlation 

1 

  

X Pearson 

Correlation 

1 

Sig. (2-tailed)   

  
Sig. (2-tailed)   

N 30 

  
N 30 

**. Correlation is significant at 

the 0.01 level (2-tailed). 

  

**. Correlation is significant at 

the 0.01 level (2-tailed). 

     

*. Correlation is significant at the 

0.05 level (2-tailed). 
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Reliability Statistics 
   Cronbach's 

Alpha N of Items 

   0,771 22 

   

     Item-Total Statistics 

  

Scale 

Mean if 

Item 

Deleted 

Scale 

Variance if 

Item 

Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Y.1 140,20 366,303 0,857 0,762 

Y.2 140,23 367,289 0,826 0,762 

Y.3 140,10 364,162 0,928 0,760 

Y.4 140,13 364,602 0,915 0,760 

Y.5 140,13 365,154 0,885 0,761 

Y.6 140,17 364,902 0,914 0,761 

Y.7 140,10 364,300 0,920 0,760 

Y.8 140,07 363,306 0,966 0,759 

Y.9 140,13 364,051 0,944 0,760 

Y.10 140,13 364,051 0,944 0,760 

Y.11 140,03 364,378 0,908 0,760 

Y.12 140,07 363,306 0,966 0,759 

Y.13 140,17 365,040 0,906 0,761 

Y.14 140,07 363,306 0,966 0,759 

Y.15 140,07 363,306 0,966 0,759 

Y.16 140,10 363,610 0,957 0,760 

Y.17 140,10 364,300 0,920 0,760 

Y.18 140,13 364,051 0,944 0,760 

Y.19 140,10 363,610 0,957 0,760 

Y.20 140,10 363,610 0,957 0,760 

Y.21 140,10 363,748 0,950 0,760 

Y 71,77 95,564 1,000 0,992 
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Uji Reliabilitas 

   

    

Variabel 

Nilai 

Cronbach's 

Alpha 

Syarat Keterangan 

Harapan 0,771 > 0.6 Reliabel 

Kenyataan 0,792 > 0.6 Reliabel 

 

Jika nilai crobanch's alpha > 0,6 maka data telah memenuhi syarat 

uji reliabilitas 

 

Reliability Statistics 
   

Cronbach's Alpha N of Items 

   0,792 22 

   

     Item-Total Statistics 

  

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's Alpha 

if Item Deleted 

X.1 137,43 271,426 0,774 0,782 

X.2 137,40 271,352 0,676 0,782 

X.3 137,47 273,982 0,644 0,784 

X.4 137,37 272,723 0,662 0,783 

X.5 137,33 271,402 0,724 0,782 

X.6 137,37 270,102 0,811 0,781 

X.7 137,43 270,668 0,728 0,781 

X.8 137,37 267,895 0,842 0,779 

X.9 137,43 270,530 0,827 0,781 

X.10 137,40 266,662 0,841 0,778 

X.11 137,27 270,271 0,872 0,781 

X.12 137,43 271,702 0,673 0,783 

X.13 137,40 271,490 0,669 0,782 

X.14 137,30 270,631 0,757 0,781 

X.15 137,33 272,230 0,678 0,783 

X.16 137,37 270,930 0,764 0,782 

X.17 137,40 270,455 0,809 0,781 

X.18 137,30 271,321 0,817 0,782 

X.19 137,37 272,723 0,759 0,783 

X.20 137,33 268,161 0,816 0,779 

X.21 137,33 270,161 0,794 0,781 

X 69,87 82,257 0,970 0,967 
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Lampiran 6. Variabel Harapan Dan Kenyataan 

DATA HASIL QUISIONER 100 RESPONDEN 

                      
  HARAPAN 

  Tangible Reliability Responsiveness Assurance Emphaty 

  1 2 3 4 5 6 1 2 3 4 5 1 2 1 2 3 1 2 3 4 5 

Responden 1 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 2 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 3 3 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 4 3 3 4 3 4 3 4 4 3 3 4 4 3 4 4 4 4 3 4 4 3 

Responden 5 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 6 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 7 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 8 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 9 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 10 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 11 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 12 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 13 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 14 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 15 3 3 4 4 4 3 4 4 3 3 4 4 3 4 4 3 4 3 3 3 4 

Responden 16 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 17 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 18 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 19 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 20 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 21 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 22 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 23 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 24 4 3 4 4 3 4 3 4 4 4 4 4 3 4 4 4 3 4 4 4 4 

Responden 25 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 26 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 27 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 28 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 29 3 3 3 3 3 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 30 3 3 3 3 3 3 3 3 3 3 4 3 3 3 3 3 3 3 3 3 3 

Responden 31 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 32 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 33 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 34 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 
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Responden 35 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 36 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 37 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 38 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 39 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 40 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 41 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 42 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 43 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 44 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 45 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 46 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 47 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 48 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 49 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 50 3 3 3 3 3 3 33 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 51 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 52 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 53 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 54 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 55 3 3 3 3 3 3 3 3 3 3 4 4 4 4 4 4 4 4 4 4 4 

Responden 56 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 57 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 58 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 59 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 60 3 3 3 3 3 3 3 3 3 3 4 3 3 3 3 3 3 3 3 3 3 

Responden 61 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 62 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 63 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 64 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 65 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 66 3 3 3 3 3 3 3 3 3 3 4 3 3 3 3 3 3 3 3 3 3 

Responden 67 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 68 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 69 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 70 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 71 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 72 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 73 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 74 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 
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Responden 75 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 76 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 77 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 78 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 79 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 4 3 3 3 3 

Responden 80 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 81 3 3 3 3 3 3 3 3 3 3 4 3 3 3 3 3 3 3 3 3 3 

Responden 82 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 83 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 84 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 85 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 86 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 87 3 3 3 3 3 3 3 3 3 3 4 4 4 4 4 4 4 4 4 4 4 

Responden 88 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 89 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 90 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 91 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 92 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 93 3 3 3 3 3 3 3 3 3 4 3 3 3 3 3 3 3 3 4 3 3 

Responden 94 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 95 3 3 3 3 3 3 3 3 3 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 96 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 97 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 98 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 99 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 

100 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

 

 

 

 

 

 

 

 

 

 

 

 

 



56 

 

 

  KENYATAAN 

  Tangible Reliability 

Respon-

siveness Assurance Emphaty 

  1 2 3 4 5 6 1 2 3 4 5 1 2 1 2 3 1 2 3 4 5 

Responden 1 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 2 4 3 3 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 3 4 4 4 3 4 4 

Responden 4 3 3 3 3 4 3 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 5 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 6 3 3 3 4 4 4 3 3 3 3 3 3 3 3 4 4 3 3 3 4 4 

Responden 7 3 2 3 2 2 2 2 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 8 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 9 3 3 2 3 3 3 3 3 3 3 3 2 2 3 3 3 3 3 3 3 3 

Responden 10 4 4 3 4 4 4 3 3 3 3 4 3 3 4 4 4 3 3 3 3 3 

Responden 11 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 12 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 13 3 4 3 4 3 3 3 3 3 4 4 3 3 4 3 3 3 4 4 4 4 

Responden 14 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 15 3 3 3 3 3 3 2 2 2 2 3 3 3 2 2 2 3 3 3 3 3 

Responden 16 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 17 4 3 4 4 3 3 4 4 4 4 4 3 3 3 3 3 3 3 4 4 4 

Responden 18 3 3 3 3 3 3 3 2 3 2 3 2 2 3 3 3 2 3 3 2 2 

Responden 19 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 20 3 4 3 3 3 3 4 4 3 3 3 3 4 4 4 3 3 3 3 3 4 

Responden 21 3 3 4 3 4 4 3 4 4 4 4 3 4 4 3 3 4 4 3 4 3 

Responden 22 2 2 3 3 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 2 3 

Responden 23 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 24 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 25 4 4 3 4 4 4 4 4 4 4 4 3 3 4 4 4 4 4 4 4 4 

Responden 26 3 3 3 3 4 3 3 4 3 4 4 4 3 4 4 3 3 4 4 4 3 

Responden 27 3 3 3 3 3 3 3 3 3 3 3 4 4 3 3 3 3 3 3 3 3 

Responden 28 3 4 4 4 3 3 3 3 3 3 3 4 4 3 3 3 3 3 3 3 3 

Responden 29 3 3 3 3 3 3 3 3 3 3 3 3 3 4 4 4 4 4 3 3 3 

Responden 30 3 4 3 3 3 4 3 4 3 4 4 4 4 3 4 4 4 4 4 4 4 

Responden 31 3 3 3 3 3 3 3 3 3 3 3 2 2 2 2 2 3 3 2 2 2 

Responden 32 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 33 3 3 4 4 3 4 3 4 4 3 3 3 4 4 4 4 4 4 3 4 4 

Responden 34 3 3 3 3 4 3 4 4 3 3 3 4 4 3 4 4 3 3 3 3 3 

Responden 35 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 36 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 37 3 3 3 3 3 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 
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Responden 38 3 4 3 3 3 3 3 4 3 4 4 3 3 3 3 3 3 3 3 3 3 

Responden 39 3 3 3 4 4 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 40 3 4 3 4 4 4 4 4 4 4 4 4 4 4 3 4 3 3 4 4 4 

Responden 41 3 3 3 3 3 3 3 3 3 3 3 4 4 3 3 3 3 3 3 4 4 

Responden 42 3 3 3 3 4 4 4 3 3 3 3 4 4 3 3 3 4 4 4 4 4 

Responden 43 3 3 3 3 3 3 3 3 3 3 3 2 2 3 3 3 3 3 3 3 3 

Responden 44 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 45 3 3 3 3 3 3 4 3 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 46 3 3 2 3 3 3 3 2 3 3 3 4 4 3 3 3 3 3 3 3 3 

Responden 47 3 3 2 3 3 3 3 3 3 3 3 3 3 2 2 3 3 3 3 3 3 

Responden 48 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 49 4 4 4 4 4 4 4 4 4 4 4 3 3 4 4 4 4 4 4 4 4 

Responden 50 4 4 3 3 4 4 3 3 3 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 51 4 3 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 52 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 53 3 4 4 3 3 4 3 3 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 54 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 55 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 56 3 3 3 3 3 3 3 3 3 3 3 3 4 3 3 3 3 3 3 3 3 

Responden 57 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 58 3 3 3 3 4 4 4 3 3 4 4 4 4 4 4 4 3 3 3 3 3 

Responden 59 3 3 3 3 3 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 60 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 61 4 4 4 4 4 4 4 4 4 4 4 4 4 4 3 4 4 4 4 4 4 

Responden 62 3 3 3 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 63 3 3 3 3 3 3 3 3 3 3 3 3 3 4 4 3 4 4 4 4 3 

Responden 64 3 3 4 4 3 3 4 4 4 4 4 3 3 3 3 3 3 3 3 3 3 

Responden 65 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 66 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 67 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 68 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 69 4 4 3 4 4 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 70 4 4 4 4 4 4 4 4 4 4 4 3 3 3 3 3 3 3 3 3 3 

Responden 71 3 3 3 3 3 3 4 4 4 4 4 4 4 4 3 4 4 3 3 3 3 

Responden 72 3 3 3 3 3 3 3 3 3 4 4 3 3 4 4 4 4 4 4 4 4 

Responden 73 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 74 4 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 75 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 3 3 

Responden 76 3 3 2 3 3 3 4 4 4 4 4 4 4 3 3 3 3 3 3 3 3 

Responden 77 3 3 3 3 3 3 3 3 2 2 2 2 2 3 3 3 3 3 3 3 3 
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Responden 78 3 3 3 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 79 4 4 4 4 4 4 4 4 4 4 4 4 4 4 3 4 4 4 4 4 4 

Responden 80 4 4 4 4 3 3 4 4 4 4 4 3 3 4 4 4 4 4 4 4 4 

Responden 81 3 3 3 3 3 3 3 3 3 3 3 4 4 3 3 3 3 3 3 3 3 

Responden 82 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 4 4 3 3 3 

Responden 83 3 4 3 3 4 3 4 4 4 3 4 3 3 3 3 3 3 3 3 3 3 

Responden 84 4 4 4 4 4 3 3 3 3 4 4 3 4 3 4 4 4 4 4 4 4 

Responden 85 2 2 2 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 86 3 3 3 3 3 3 3 3 3 3 3 4 4 4 3 4 3 3 3 3 3 

Responden 87 4 4 4 4 4 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 88 3 3 3 3 3 3 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 89 3 3 3 3 3 3 3 3 3 3 3 3 3 4 3 4 4 3 3 3 4 

Responden 90 2 3 2 3 3 2 3 2 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 91 3 3 3 4 4 4 3 3 4 4 4 3 3 3 4 4 3 3 4 4 4 

Responden 92 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

Responden 93 3 3 3 3 3 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 94 3 4 4 4 3 3 4 4 4 4 4 3 3 4 4 4 3 3 3 3 3 

Responden 95 3 3 3 3 3 3 3 4 3 4 4 4 4 3 3 4 4 4 4 4 4 

Responden 96 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 2 3 3 3 3 3 

Responden 97 3 3 3 3 3 3 3 4 4 4 4 4 4 4 3 3 3 3 3 3 3 

Responden 98 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Responden 99 4 4 4 4 4 4 4 4 4 4 4 3 3 4 4 4 4 4 4 4 3 

Responden 

100 
4 4 3 4 4 4 3 3 3 4 4 3 3 4 3 4 3 3 3 3 3 
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Lampiran 7. Tabel Data Responden 

 

      

  

Jenis 

Kelamin 
Usia 

Pendidikan 

Terakhir 
Pekerjaan 

Berapa Kali Ke 

Puskesmas 

Responden 1 1 3 6 8 3 

Responden 2 2 3 4 7 3 

Responden 3 2 2 6 3 2 

Responden 4 1 2 6 2 3 

Responden 5 2 2 5 7 2 

Responden 6 1 4 3 1 1 

Responden 7 1 2 6 3 2 

Responden 8 2 4 1 7 3 

Responden 9 2 1 5 6 1 

Responden 10 1 4 3 1 3 

Responden 11 2 3 3 7 3 

Responden 12 2 3 2 7 3 

Responden 13 2 3 4 7 3 

Responden 14 2 4 3 7 3 

Responden 15 2 2 6 2 2 

Responden 16 2 1 4 5 1 

Responden 17 1 2 4 1 2 

Responden 18 1 2 3 6 2 

Responden 19 2 3 5 6 3 

Responden 20 2 3 2 7 3 

Responden 21 2 2 5 7 2 

Responden 22 2 2 4 2 3 

Responden 23 2 4 1 7 3 

Responden 24 1 4 6 8 3 

Responden 25 1 4 4 8 3 

Responden 26 2 1 4 5 1 

Responden 27 2 2 4 7 2 

Responden 28 2 2 5 6 3 

Responden 29 1 2 6 6 2 

Responden 30 1 2 5 6 1 

Responden 31 2 1 4 5 2 

Responden 32 2 3 5 7 3 

Responden 33 2 3 4 7 1 
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Responden 34 2 2 6 3 3 

Responden 35 2 3 2 7 3 

Responden 36 1 1 4 5 1 

Responden 37 1 3 1 1 1 

Responden 38 2 4 1 7 3 

Responden 39 2 2 5 6 2 

Responden 40 2 3 2 8 3 

Responden 41 2 4 2 7 3 

Responden 42 2 2 4 2 2 

Responden 43 1 2 3 1 3 

Responden 44 2 3 4 8 3 

Responden 45 2 2 6 6 1 

Responden 46 2 2 5 7 2 

Responden 47 2 1 4 7 3 

Responden 48 2 2 5 2 3 

Responden 49 2 4 4 7 3 

Responden 50 2 2 5 7 3 

Responden 51 1 2 4 6 2 

Responden 52 2 4 3 7 3 

Responden 53 2 3 4 6 2 

Responden 54 1 3 5 6 1 

Responden 55 2 4 4 7 3 

Responden 56 2 2 6 3 1 

Responden 57 1 4 4 8 3 

Responden 58 2 3 4 7 3 

Responden 59 2 2 5 7 3 

Responden 60 2 1 5 5 1 

Responden 61 2 2 5 3 2 

Responden 62 2 1 4 5 2 

Responden 63 1 3 6 2 3 

Responden 64 2 2 5 7 2 

Responden 65 2 3 3 7 3 

Responden 66 1 3 4 2 3 

Responden 67 2 2 5 6 3 

Responden 68 2 3 3 7 3 

Responden 69 2 2 5 6 2 

Responden 70 2 3 2 7 3 

Responden 71 2 1 5 5 2 

Responden 72 1 3 4 2 3 

Responden 73 2 2 4 7 3 
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Responden 74 2 2 6 7 2 

Responden 75 1 3 5 6 3 

Responden 76 2 3 3 1 2 

Responden 77 2 2 4 6 3 

Responden 78 1 3 4 6 2 

Responden 79 1 2 5 6 2 

Responden 80 2 4 2 7 3 

Responden 81 2 2 5 7 3 

Responden 82 2 1 4 5 2 

Responden 83 1 2 6 3 2 

Responden 84 2 1 4 5 3 

Responden 85 2 3 2 7 3 

Responden 86 1 3 4 6 2 

Responden 87 2 2 5 2 3 

Responden 88 2 2 3 7 3 

Responden 89 2 4 2 7 3 

Responden 90 1 3 5 6 2 

Responden 91 2 2 5 7 3 

Responden 92 2 3 3 7 3 

Responden 93 1 4 6 8 3 

Responden 94 2 3 9 7 3 

Responden 95 2 1 3 5 2 

Responden 96 2 2 5 6 3 

Responden 97 2 2 5 7 3 

Responden 98 1 3 4 1 2 

Responden 99 2 3 5 2 3 

Responden 100 1 2 6 2 2 

 

Jenis Kelamin : 1 Pria   29 

    2 Wanita   71 

            

Usia : 1 Usia 17 – 25 tahun  12 

    2 Usia 26 – 45 tahun  40 

    3 Usia 46 – 65 tahun 32 

    4 Usia 65 – sampai atas 16 

          

100 
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Pendidikan Terakhir    : 1 Tidak bersekolah 4 

    2 Tamat SD   10 

    3 Tamat SMP   13 

    4 

Tamat 

SMA   30 

    5 Tamat Diploma 28 

    6 Tamat S1   15 

    7 

Tamat 

S2/S3   100 

            

Pekerjaan : 1 Buruh   8 

    2 Wiraswasta    11 

    3 PNS   6 

    4 TNI/POLRI     

    5 Pelajar/Mahasiswa 10 

    6 Pegawai Swasta 20 

    7 Ibu rumah tangga 39 

    8 Lain-lain   6 

          100 

Sudah berapa kali 

anda ke Puskesmas 

: 1 Baru pertama kali 12 

  2 Lebih dari 2 kali 30 

    3 Pasien rutin   58 

          100 

 

 

 

 

 


