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Oleh: 
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NIM: 20170711014021 

 

ABSTRAK 

 

 

Fisioterapi berperan besar dalam pelayanan kesehatan yang ditujukan 

kepada individu dan/atau kelompok untuk mengembangkan, memelihara dan 

memulihkan gerak dan fungsi tubuh, mutu pelayanan fisioterapi yang baik 

meliputi kehandalan, daya tanggap, jaminan, empati dan bukti fisik dapat 

meningkatkan kepuasan pasien.Tujuan penelitian untuk mengetahui Gambaran 

Mutu Pelayanan di Poliklinik Fisioterapi RSUD Abepura. 

Jenis penelitian yang digunakan adalah deskriptif kuantitatif. Populasi 

dalam penelitian ini adalah pasien yang berkunjung ke poliklinik fisioterapi  

sebanyak 311 orang dan sampel sebanyak 76 orang dengan cara accidental 

sampling yang di laksanakan pada 24-31 Oktober 2023. Data diperoleh 

menggunakan kuesioner dan dianalisis menggunakan univariat. 

Hasil penelitian diperoleh mutu pelayanan berdasarkan kehandalan pada 

pelayanan di poliklinik fisioterapi mayoritas puas dengan persentase 68,4%. Mutu 

pelayanan berdasarkan daya tanggap pada pelayanan di poliklinik fisioterapi 

mayoritas puas dengan persentase 55,3%. Mutu pelayanan berdasarkan jaminan 

pada pelayanan di poliklinik fisioterapi mayoritas puas dengan persentase 59,2%. 

Mutu pelayanan berdasarkan empati pada pelayanan di poliklinik fisioterapi 

mayoritas puas dengan persentase 56,6%. Mutu pelayanan berdasarkan bukti 

langsung pada pelayanan di poliklinik fisioterapi mayoritas puas dengan 

persentase 56,6%. 
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POLYCLINIC OF ABEPURA HOSPITAL 
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ABSTRACT 

 

 

Physiotherapy plays a major role in health services aimed at individuals 

and/or groups to develop, maintain and restore movement and body function, so 

that good quality physiotherapy services including reliability, responsiveness, 

assurance, empathy, and tangible can increase patient satisfaction. The aim of the 

research is to determine the quality of service in the physiotherapy polyclinic at 

Abepura District Hospital. 

The type of research used is quantitative descriptive. The population in 

this study was 311 patients who visited the physiotherapy polyclinic and a sample 

of 76 people using accidental sampling which was carried out on 24-31 October 

2023. Data was obtained using a questionnaire and analyzed using univariate. 

The research results showed that the quality of service was based on the 

reliability of the service at the physiotherapy polyclinic the majority were satisfied 

with a percentage of 68,4%. The quality of service based on the responsiveness to 

service at the physiotherapy polyclinic, the majority are satisfied with a 

percentage of 55,3%. The quality of service based on the assurance of service at 

the physiotherapy polyclinic the majority are satisfied with a percentage of 

59,2%. The quality of service based emphaty to service at the physiotherapy 

polyclinic, the majority are satisfied with a percentage of 56.6%. The quality of 

service based on tangible of service at the physioteraphy polyclinic the majority 

are satisfied with a percentage 56,6%. 
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