Community Satisfaction Survey
in “Widodaren” Community
Health Center

by Suparji Suparji

Submission date: 02-Oct-2022 12:08PM (UTC+0700)
Submission ID: 1914087524

File name: 15.Community_Satisfaction_JGPT.pdf (437.38K)
Word count: 2445

Character count: 13456



ISSN: (975 -8542
Journal of Global Pharma Technology
Available Online at: warw jgpt.co.in

[ RESEARCH ARTICLE ]

Community Satisfaction Survey in
Health Center

“Widodaren” Community

Tutiek Herlina?”, Heru Santoso Wahito Nugrohe!, Suparji!, Supriasih?

b MHealth Polytechnie af the Mizislry of Health Surobore Addeess: JIL Jend & Parman 1, Magetas, Joea
Phmur, Indanesia, E8418

* Widsdiwrem Demomreiy Health Center, Npwur Begemiy

"Corresponding Auwthor: Totick Herlino

Abstract

Intrachection: Community Heslth Centor az health aarvien unit that was the farefmnt of haase hiealth
Borvices waog axpocted 1o provide quality bealth serviees 2 accordnnes with community noeds. Widoderon
Community Health Center was ane of Community Health Center in Ngnwi Rogensy urea which sines
M5 has a full “BLUD (Hegonal Publie Serviee Agencvh status, and all villages wers adll in pea
advipory village's stofus, To pow how much gquelity of health services, it was necessary@ Communsty
Sutisfaction Survey (055 The purpose of implementing OS5 was o measure lesvel of communtly
antiafaction with La=ic heslth seviees by the Widisdaren Community Health Cenler, ¥paws Hegency m
18, Community Health Center s healkh servier unit that was the Toeefmont of basx bealth sepvipes
was expecied to provides guality bealih servioss o scoordosees with commuosity peeds. Widodaren
Community Health Center was ane of Community Health Coemter in Weawi Fegenoy s which sinoe
S0 has o fall “BLUD® (Reghonsl Puble Service Spererh statis, and sl villages were atill o pra
advipory village's atatus, Toossw how much quality of hesith services, |1 wae necessary@ Community
Satizfactinn Survey [CE5), The parpoes of implementing U558 wad)o measura lovel of ommuonity
antigfaction with hasic hesith parvicss by the Widcdaren Communiny Heszlth Center, Ngawi Reageney in
A8, Methods: This ressarch was survey, Samples weres pord ol commianily whio use héalth services of
Wididaren Community Henlth Center who were selected by quots sampling technigue,  Yariahles
ptadicd wore the kvel sptisfactinn of boadth sorvices proseded community health center, Codlecting duta
with gupstionnaire, Data analyeis with caleuloting the Bommunity Satisfnetion Indes. Presentation of
dotm in the form of tobics and spidey web diagroms.  Resofis: The results showed that thers was an
infiuenee of the phyvaical activity model (Gambo Besa) on biood glucese levels of type-2 disbetes mellitua,
Hesuli= of this research are the service qualiy in sl sérvice units was above the target of B, ad an
avecape of 85 187, Bix =ervios unite were in exoellenl calepory and Lhree servics unibs o good category,
Sepvice gquality based on service dimensbons waoeg above te targer of 3,390 sod an sverage of 300,
ThEruaeion arsl Capelusion: Four dimenaiona bn excellont scegory and five dimensions in good categary,
The servics guality of Widodaren Community Health Center in all service units and all dimensions are in
] pndd excellent catsgories. As mn effort to improve quality serviees, it is necessary siovey of nests or
Expeciintions of the litesl, ard satpsfoction survey in 20200 as an o evelistion of gquislity i peaieeimert
effcrts that have bessn mude besad on the resaks of C55 gt 20019,

Beyworde: Survey, Setisfaction, Commurity, Soree, Cammunity Health Comlor.
Introduction

Community  Heslth Cemter as s health
sorvicn umit that was ot the farefront of basic
health servces wers  expected  to provide
guality health services In acconlance with
market aor rommunity  meeds.  thuos the
Commnnity Health Canter necd to improve
pervices so that they were able o competd@)
developed and grew [1]. As an institution in
chavge of peoviding  serviees  to the
community, community health centors muat

ngnmm.mumm

ablweys improve snd msintain the qualite of
heplth sorvices. Explomed that thore woene
many wavs bo messure the quality of sernee
te customers, but the mast Impertant guality
inclicater was  the bwvel  of  customor
gatistmetion [2]. The expert atated that the
measurement  of  the guality o servaoe
products or goode. the most imgoetant thing
wag  the quality socording to. customer
pereeptiona, which was meazsueed in the form
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of  the Widpdaren
Commumity Health Center was one of the
Commumnity Health Center o the Ngawl
Begency area which sinee 2005 has a full
“HLUD™ {Eegional Public Service  Agency)
etotna, and all villages wore atill in the stagus
of P'ra Advisory Yillages.

T see how much the health service quality of
Widpdaren Widadaren Community Henlth
Canter, it was necessary to &arey out &
community satisfaction survey (285 for
basic health services provided according o
the perception of  the community  as
customers, =o thot they eon be used s o
reference fiar the dewiupml.-l:lL and
impprovement of sustainable service guality
and realizing good corporats povernance,

leneael il saisbeetson

Methods

Thiz research was a survey research, which
describes the Ehtisfaction of the community
ag customers with the services provided by
the health center. The rescarch sample was
part of the ammunity wha wsed  health
services at the Widodoren  Publie Health
Center who were selected using s guota
sampling techngue. Each service umit at the
main  health  center, mnamely  patient
s trikinn, hﬂnncrni chme, dentul chnoe,
muternal clinte, medicine roem, and Inpataent
guata was esch given a2 guota of 20

Tahle 1: Comanunicy Satisfistinm of Widndarem Health Cspier Servicss Basod oo che Servies Deit

customers, while specifieally for auxiliney
Cammumty Health Cenber, o guota of 10
customers 15 gaven. with the consideration
that the awverage customer visits at the
anxiliary Community Health Center it wag
bwer than the sverage of customer visite at
the main Community Health Center,

The vurisble stwdied was the lewel of
satisfuetion with the hoelth sereiees pravi ded
by the health conter, Data collection hy
instrameni@n the form of a questionnaire
develsped based on the Regulation of the
Minister of Administentive Reform  ancd
Burcauerstic Hoform Mumber 14 of 3017
poncerning  "Owidelines for Community
Satisfadtion Survey  on Public  Servies
Beclivery” |2 3]. Data analveie by calculating
the  conmunity  satisfactien index,
Presenbation of data o the ferm of tabiles and
apider wab diagroma.

Results

Tahle 1 and Figure | show that the quality of
servies in all service units gt the Widsdaren
Cammumity Healtth Center is in exeellont and
grnd entepories. Excellent quality values are
obtained by the Registration and Beod

romm,  Oral and  Dental Healh  room,
Mutormal Hisalth TN, Actinn mnel

Emergency ronm, Inpatient room.
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Tabb 2 pnd Figure T show that the qualty of
goprvier in oll  service  dimensaions ol

Widmtaren Community Health Center 15 an

guality values are obbwined in the dimensions
of service regquirements,  completion timae,
fepes, and product specification services,

excellent  and  goed  categories.  Excellent
Tahle & Comemunity Satksfactinm of Widodaren Healith Captor 5o rvices Bnsod on the Swvice Darsnsians
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DMacussion

The results of measunng the qu.uli.l:r of
healtly services provided by the Widedaran
Commumity Health Center bassd on servioe
units nnd seriee dimensions ore i the gopd
and wxeellent catepories. This shows that the
biasie health services provided by Community
Health Center a2 an inatitution in charge of
providing public services have succecded in
mesting the gevermmefls expeciations, as
stiuted in Constitution number 25 of 20400
mmeerning Public Bervices, that public
Eetvites are activities or & sorkes of activities
in arder to mest serviee paseds (4],

In accordance with the eonstitntion and
meguilntions for every cittzen and sesadent of
the poods, services and or edmioistratove
services provided by public service providers,
Communi@fJHealth Center has succeeded in

providing serviees in the form of services to
the ommunity, both in the form af health

sapvices arsd related adminisirative ssrvmes
[2. 3, 4], Bervice quality iz messured hased on

E000-200, JCFT. Ml Rghts Aznsrved

E-'J]u.'n: 3 Ellﬂnl'll.i‘l:l' Satislacibiun uﬁ"l:hi.ll.nn Haulkkk ‘E-Il.‘l.-' Sereices I-l.-ll an the Service -D.i:rull:nlul:l.l

the poreeption of secicty ns 8 rustomaer. 3o
whatever the molity, if the customer s
satislied ar wvery salisfied, the service 1s saud
to e of quality. and viee wversa if the
customer s not satisfied ar very dissatisfed,
the service con be said to be of bow gquality.
The chamclerstics of the communily  as
Community Health Centar eustomers must
alwaya be followed by ite development, The
incregse in o pecial status, economic status,
and the vl of community education will
affect the level of their expactations of the
health sorvices provided by the Community
Healeh Center,

The provision of the same service this year
cam Be  pereeived  differently by the
cammunity far the eeming your re A result of
the noresse in educatwon, koowledge and
communi by experience. This happens becase
hasimlly community satisfaction with health
sorviees 5 the result  of  community
aumemsment of the serviees  they  receive
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aenrding to the standards  they hoave

provacusly set [, 5 & 7).

Te mprove omd moinbon the gquooelity of
health servives ab Community Health Center,
all services provided must refor to the mosEt
impertant  standard,  namely  expected
quality, namely the level of service gquality
expacted by the community (8, 9], People no
lunger only expeet quality fthe higher quality
of awvailable services), but alse  expect
quantity (more types of services).

B0 it is necessary to carry out additional
efudies such ws o survey of community meeds
or  expectitions  of publs health  center
sorvices, The rosults of this survey cun be
used as a referemee o determane  Lhe
development of community expectations for
Comnunity Health Center aprvices, a0 that
everything that s meeded by the community
can e well antxipated. [n this way, Lhe
Community Health Center az the spearhead
of health asrvicoa in the community alwavs
makes gquality improvements acoonding to
wiat the community expects ms servios users
|9, 0}

Coamrmumty Health Center provide servaess
in the fsrm of services, nnd accomling o
Mugroho (2011} this type of ecrviee is more
difficnlt o messure the cueality of compared
to sorvices thot provide goods, which aree
generally tangible or con ke seen clearly,
sagch @a ahape, color, texture, size and S0 an
{2, 11, 12]. When using Community Health
Conter services there are only o few tangible
dimensions, such as physical facilities and
sopyice provider personnel themselves, The
rest oare intangible dimensions which ave
relatively difficult fo ssecaa,

The characteristica that oxist in services
make it difficult for @eorchers to determine
what determines  the  gqunlity  of  health
gorades by Community Healtfgfenter [12].
Therefore, the measurement of the guality of
health center serviees must be carried oul
curefully with relerence to the npproprinte
service quihity messurerment methodology.

Conelusion

The service guality of Community Health
Center Widsdaren in all asmace unita and all
gorvien dimensione is @ good and very good
categery, As an effort to improve the guality
o I:.'-::mmunit}' Heolth Conter serviees, it is
necossRry fo0 crrry out @ survisy on the noeds

ER000-2000, AT Al Righix Asnsrvsd

or  expoetations of the ommonity  for
Cammumty Hoolth Center services, to know
clearly  about  the  latest community
expectations for Community Health Center
pervices, amd it is necessary te cany out A
community satiafaction survey in 2020 pa an
evaluption of the quality impro@ment sfforts
that hovie heen earried out based on the
rosults of community satisfaction survey o
2019,
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