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In carrying out its function as a health-oriented development center, a 

community empowerment center, a primary health care center, and a primary 

individual health service center, the puskesmas is required to provide 

mandatory health efforts and development health efforts. The purpose of this 

study was to analyze the effect of administrative procedures and behavior of 

officers on maternal and child health polices on outpatient satisfaction at 

UPTD Puskesmas Nimasi, North Central Timor Regency. The design of this 

study was an observational quantitative study with a cross sectional approach 

with the focus of the research directed to be to analyze the effect of 

administrative procedures and behavior of officers on maternal and child 

health polices on outpatient satisfaction at the UPTD Puskesmas Nimasi, 

North Central Timor Regency with a population of 350 respondents and 

samples as many as 42 respondents were taken by accidental sampling 

technique. The findings found that nearly half of respondents had 

administrative procedures in the sufficient category of 19 respondents 

(45.2%). In addition, almost half of the respondents had sufficient behavioral 

categories of 20 respondents (47.6%). And also the majority of respondents 

had a quite satisfied category satisfaction of 22 respondents (52.3%). The 

results of the study using the Multiple Linear Regression Test showed that 

with a p-value of 0,000 <0.05, H1 was accepted so it was concluded that there 

was simultaneously an effect of administrative procedures and the behavior of 

officers on maternal and child health polices on outpatient satisfaction at 

UPTD Puskesmas Nimasi District North Central Timor with 76.9% influence. 

It is expected that outpatients can provide criticism and input related to 

services expected by patients when conducting health checks at the health 

center. 
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PRELIMINARY 

Health is a human right and at the same time an investment for the success of national 

development. Health development is the implementation of health efforts by the Indonesian people to 

increase awareness, willingness, and ability to live healthy for everyone in order to realize an optimal 

degree of public health (Kemenkes, 2013). 

In carrying out its function as a health-oriented development center, a community 

empowerment center, a primary health care center, and a primary individual health service center, the 

puskesmas is required to provide mandatory health efforts and development health efforts. For this 

reason, comprehensive and sustainable health development is carried out, with the aim of increasing 

awareness, willingness, and healthy living for everyone to realize the highest degree of public health 

(Moertjahjo, 2012). 

From the number of outpatient visits to the MCH Polytechnic of the East Nusa Tenggara 

Provincial Health Center in 2019, in January there were 513 visits, in February there were 518 visits, 

in March there were 475 visits, in April there were 446 visits, in May there were 380 visits, in June 

there were 322 visits, in July there were 442 visits, in August there were 353 visits, and in September 

there were 350 visits (Medical record data of UPTD Puskesmas Nonomi East Nusa Tenggara 

Province, 2019). 
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Based on a preliminary study conducted by researchers at the Polytechnic of Mother and Child 

Health UPTD Puskesmas Nimasi, North Central Timor Regency on October 9, 2019 to 10 respondents 

found that there were 7 respondents (70%) who said they were not satisfied with the administrative 

procedures carried out at the Puskesmas where the participants tend to stall service time and also the 

behavior of health workers makes it less comfortable. Whereas 3 respondents (30%) said they were 

very satisfied with the services provided where health workers were very responsive and concerned 

with patient complaints as well as officers always giving input to patients to maintain health. 

Health services are an important factor in improving the health and well-being of all people 

throughout the world. According to Law No. 36 article 19 of 2009 concerning health, explains that 

everyone has the right to obtain health services and the government is responsible for the availability 

of all forms of quality, safe, efficient, and affordable health efforts by all levels of society. One such 

effort is by increasing the availability and equitable distribution of basic health facilities such as 

puskesmas in each region (Bappenas, 2014). 

Puskesmas was established to provide basic, comprehensive, complete, and integrated health 

services for all residents living in puskesmas working areas (Al-Assaf, 2009). Puskesmas is an 

Integrated Implementation Unit (UPT) of the District / City Health Office which is responsible for 

organizing health development in its working area (Kemenkes RI, 2013). Puskesmas as a first-level 

health facility is expected to improve and improve public health, where officials or health workers 

have a large role and responsibility regarding public health issues, especially in the provision of 

quality health services. 

According to Wijono (2014) several things that affect patient satisfaction are the approach and 

behavior of officers, especially at the time of the first visit, the quality of information provided, 

appointment procedures, waiting times for drugs, health checks and taking drugs, public facilities in 

hospitals and received treatment results . 

Performance is an effort made from the work that can be achieved by a person or group of 

people in an organization in accordance with their respective authorities and responsibilities in order to 

achieve the goals of the organization concerned legally, not violating the law and in accordance with 

morals and ethics (Usman , 2011). Every health worker must understand the tasks assigned to him, Is 

the result of work both in quality and quantity that can be achieved by a health worker in carrying out 

their duties in accordance with the responsibilities given to him. Where performance is influenced by 

ability or skills and motivation (Ilham, 2015). 

The role of health workers in organizing health services is very important especially as health 

service providers, so it is natural that the ability and performance of health workers as one of the 

determinants of success in health services. Health workers should be able to have a rational attitude 

and also have a high spirit of dedication, creative, innovative, disciplined, knowledgeable and skilled 

and can uphold the ethics of the health workforce profession. 

The quality of health center services can be seen from the performance and ability of health 

center health workers. The ability of a health worker is the ability of a person to do something with 

certain skills in a health center or organization that is expected to be able to carry out their 

responsibilities for the achievement of a goal. The ability of health workers is one of the elements in 

maturity related to ability or skills can be obtained from education, training and experience, each 

health worker must have certain abilities and skills to help the community, groups and individuals 

(Thoha 2013). 

Based on the above conditions, the authors are interested in examining the satisfaction of 

outpatients based on administrative procedures and the behavior of officers in maternal and child 

health polyclinic at UPTD Puskesmas Nimasi, North Central Timor Regency. 

 

METHOD 

In this study, researchers used a quantitative analytic design with a cross sectional approach 

that is a study to study the dynamics of the correlation between risk factors and effects, by way of 

approach, observation or data collection at a time (point time approach), that is, each subject the study 

was only observed once and measurements were made on the character status or subject variables at 

the time of examination. This does not mean that all research subjects were observed at the same time 

(Soekidjo, 2017). This study will analyze the effect of administrative procedures and the behavior of 
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officers on maternal and child health polices on the satisfaction of outpatients in UPTD Puskesmas 

Nimasi, North Central Timor Regency. 

The population is 350 respondents and the sample is 42 respondents taken by accidental 

sampling technique. Analysis of data using the Linear Regression test. 

 

RESULTH 

Table 1 Statistical test results of factors that affect the interest of teenage return visits at the PKPR 

(Youth Caring Health Services) Gondang Legi Community Health Center Malang District 

held on 17 January - 17 February 2019 with 113 respondents 

 

No Variabel Sig B 
 

Sig 

1 (Constant) .106 .727 

0.769 0.000 2 Administrative Procedure .000 .587 

3 Behavior .000 .310 

 

1. Parsial 

a. Effect of Administrative Procedures on Satisfaction 

Based on the results of the Linear Regression analysis showed that a p-value of 

0,000 <0.05 then H1 was accepted so it was concluded that there was a partial effect of 

the administrative procedures of officers on maternal and child health polices on 

outpatient satisfaction at the UPTD Puskesmas Nimasi, North Central Timor Regency. 

b. Effect of Behavior on Satisfaction 

Based on the results of the Linear Regression analysis showed that the p-value 

0,000 <0.05 then H0 was rejected and H1 was accepted so it was concluded that 

partially there was an influence of the behavior of officers on maternal and child health 

polyclinic on outpatient satisfaction at UPTD Puskesmas Nimasi, North Central Timor 

Regency 

 

2. Simultan 

Based on the results of Multiple Linear Regression analysis showed that with a p-

value of 0,000 <0.05, H1 was accepted so it was concluded that simultaneously there was an 

influence of administrative procedures and the behavior of officers on maternal and child 

health polices on outpatient satisfaction at UPTD Puskesmas Nimasi Kabupaten Timor North 

Central with a magnitude of influence of 76.9%. 

 

 

 

DISCUSSION 

Administrative Procedures in Polyclinic Maternal and Child Health in UPTD Puskesmas 

Nimasi, North Central Timor Regency 

The results showed that nearly half of respondents had administrative procedures in the 

sufficient category of 19 respondents (45.2%). In addition, a number of 14 respondents (33.3%) had 

administrative procedures in the poor category. While 9 respondents (21.4%) had administrative 

procedures in the good category. 

According to researchers administrative procedures are the most important factor for an 

organization in the administration of daily life. The progress of an institution's retreat depends on 

whether or not the administrative system is implemented. If the administration in the organization is 

carried out well, then the effort to achieve its objectives will run smoothly in accordance with the work 

plan. Based on the results of the study it was found that the majority of respondents had administrative 

procedures in the sufficient category. However, there are still many who consider that the 

administrative procedures performed by the puskesmas are still lacking. Where it is caused by the lack 

of response from health workers in providing direction to patients who have just registered in order to 

get good and fast service. It is also caused by lack of openness in funding the cost of care at the initial 

patient register. 
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Behavior of Officers in Polyclinic Maternal and Child Health at UPTD Puskesmas Nimasi, 

North Central Timor Regency 

The results showed that nearly half of respondents had sufficient behavioral categories of 20 

respondents (47.6%). In addition, a number of 14 respondents (33.3%) had poor category behavior. 

Whereas 8 respondents (19%) had good category behavior. 

According to researchers behavior is the result of all kinds of human experience and 

interaction with the environment which is manifested in the form of knowledge, attitudes and actions. 

Behavior of health workers can have an impact on patients with good or less. Based on the results of 

the study it was found that the majority of respondents had sufficient behavior in the category. 

However, there are still many respondents who have less behavior in the category where the matter is 

caused because patients consider that health workers do not provide direction in relation to complaints 

experienced by patients, health workers are also less cooperative when communicating with patients 

and also health workers provide less direction in relation to nearby health services which can be used 

by patients during an emergency. 

Outpatient Satisfaction at UPTD Puskesmas Nimasi, North Central Timor Regency 

The results showed that the majority of respondents had a quite satisfied category satisfaction 

of 22 respondents (52.3%). In addition, a number of 13 respondents (31%) had a less satisfied 

satisfaction category. While 7 respondents (16.7%) had very satisfied categories satisfaction. 

Understanding patient needs and desires is an important thing that affects patient satisfaction. 

Satisfied patients are a very valuable asset because if patients are satisfied they will continue to make 

use of the services of their choice, but if patients feel dissatisfied they will tell others twice as great 

about their bad experiences. To create patient satisfaction, the hospital must create and manage a 

system to obtain more patients and the ability to retain patients. 

In terms of satisfaction, the majority of respondents said they were satisfied but there were 

some things that needed to be considered in order to increase the satisfaction of patients who came to 

the Maternal and Child Health Polytechnic UPTD Puskesmas Nimasi, North Central Timor Regency, 

namely puskesmas had to improve services where the services provided by the puskesmas were still 

inferior both from other puskesmas health services which also affect the interest of the public who 

want to use health facilities in the UPTD Puskesmas Nimasi, North Central Timor Regency. So it is 

important for the puskesmas to improve better services so as to attract public enthusiasm to seek 

treatment at the UPTD Puskesmas Nimasi, North Central Timor Regency. 

 

The Influence of Administrative Procedures and the Behavior of Officers in Polyclinic Maternal 

and Child Health on Outpatient Satisfaction in UPTD Puskesmas Nimasi, North Central Timor 

Regency 

Based on the results of the Linear Regression analysis showed that the p-value 0,000 <0.05 

then H1 was accepted so it was concluded that simultaneously there was an influence of administrative 

procedures and the behavior of officers on maternal and child health polyclinic on outpatient 

satisfaction at the UPTD Puskesmas Nimasi, Central Timor Regency North with a magnitude of 

influence of 76.9%. 

According to researchers, patient satisfaction is the result of an assessment in the form of 

emotional responses (feelings of pleasure and satisfaction) to patients because of the fulfillment of 

expectations or desires in using and receiving nurse services. In satisfaction aspects that are used to 

measure patient satisfaction are features, appropriateness, constancy, and aesthetics. Based on the 

results of the study, it was found that the administrative procedures and behavior of health workers 

were related to the creation of satisfaction from patients so that it could be concluded that there was an 

influence of administrative procedures and the behavior of officers in maternal and child health polices 

on outpatient satisfaction at UPTD Puskesmas Nimasi, North Central Timor Regency. 

 

CONCLUTION 

1. Nearly half of the respondents had administrative procedures in the sufficient category of 19 

respondents (45.2%). 

2. Nearly half of the respondents had sufficient behavioral categories of 20 respondents (47.6%). 

3. Most of the respondents had a quite satisfied category satisfaction of 22 respondents  
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4. (52.3%).There is an influence of administrative procedures and the behavior of officers on 

maternal and child health polices on the satisfaction of outpatients in UPTD Puskesmas Nimasi, 

North Central Timor Regency. 

 

SUGGESTION 

1. For Respondents 

It is expected that outpatients can provide criticism and input related to services expected 

by patients when conducting health checks at the health center. 

2. For Further Researchers 

It is hoped that further researchers will need to deepen and add more research on the 

effect of the responsiveness of health workers on outpatient satisfaction at UPTD Puskesmas 

Nimasi, North Central Timor Regency. 

3. For Educational Institutions 

It is expected that educational institutions can use the results of this study to learn about 

outpatient satisfaction based on administrative procedures and the behavior of officers in maternal 

and child health polyclinics at UPTD Puskesmas Nimasi, North Central Timor Regency. 

 

BIBLIOGRAPHY 

Achadiat, Chrisdiono M. (2016). Dinamika Etika dan Hukum Kedokteran dalam tantangan 

Zaman. Jakarta: EGC. 

American College of Emergency Physician. (2013) Emergency Department Crowding: High 

Impact Solutions. http://ebookbrowse.com/emergencydepartment-crowding-high-

impact-solutions-acep-task-force-on-boardingapril-2008-pdf-d319291546. 

Anggraini. (2011). Kepuasan pelanggan. Diakses dari: http://repository.unand.ac.id/18028/. 

Arikunto, Suharsimi. (2010). Prosedur Penelitian Suatu Pendekatan Praktik. Jakarta : Rhineka 

Cipta. 

Aritonang, Lerbin R. (2015). Kepuasan Pelanggan: Pengukuran dan Penganalisisan  dengan 

SPSS. Jakarta: PT. Gramedia Pustaka Utama. 

Bidang Diklat PPNI Jawa Timur. (2013). Basic Trauma Cardiac Life Support. 

Budiharto. (2013). Metodologi Penelitian Kesehatan Dengan Contoh Bidang Ilmu Kesehatan 

Gigi. Jakarta: EGC. 

Canadian Association Emergency Physician. (2012). Overcrowding. 

http://www.caep.ca/advocacy/overcrowding. 

Citra. (2011). Unit Gawat Darurat. Diakses dari: http://www.citraharapan.com/2011/04/unit-

gawat-darurat-ugd.html. 

Green L.V., Soares J., Giglio J.F., Green R.A.,.(2016). Using Queueing Theory  to Increase 

the Effectiveness of Emergency Department Provider staffing. 

http://www.hbs.edu/units/tom/seminars/docs/Igreen3.pdf. 

Haryatun, N & Sudaryanto, A. (2013). Perbedaan waktu tanggap tindakan keperawatan pasien 

cedera kepala kategori I-V di Instalasi Gawat Darurat RSUD Dr. Moewardi. Berita Ilmu 

Keperawatan, ISSN 1979 – 2697, Vol. 1. No. 2, Hal. 69 – 74. 

Jakarta Medical Service 119 (2013). Basic Trauma Cardiac Life Support. Jakarta 

Kepmenkes RI No. 856. (2014) Standar IGD Rumah Sakit. Menteri Kesehatan. Jakarta. 

Lupiyoadi, Rambat. (2014). Manajemen Jasa. Yogyakarta: Andi 

Maryuani, Anik & Yulianingsih. (2009). Asuhan Kegawatdaruratan. Jakarta: Trans Info 

Media Medis. 

Muninjaya A A Gde, MPH, dr. (2011). Manajemen Mutu Pelayanan Kesehatan. Jakarta:EGC. 

Muslihan, S.Kep,Ns.(2010) Keperawatan Gawat Darurat. Yogyakarta: Nuha Medika. 

Notoadmodjo, Soekidjo. (2010). Metode Penelitian Kesehatan. Jakarta: PT. Rhineka Cipta 

Novendra (2010). Pengaruh pemaparan hasil survey terhadap peningkatan kepuasan pasien di 

IGD RSUD Cengkareng. Tesis. Universitas Indonesia. Depok. 

Pasolong, Harbani .(2012). Teori Administrasi Publik. Bandung: Alfabeta. 



198 Journal of Global Research in Public Health ISSN: 2528-066X (Print) 

 

                                                         Vol. 7, No 2, December 2022, pp. 193-198      ISSN: 2599-2880 (Online) 

 

 Muhammad Ali Sodik et.al (Patient Satisfaction Road Based On Administration Procedure……) 

Pohan  Imbalo. S, MPH, dr. (2012) Jaminan Mutu Layanan Kesehatan. Jakarta: EGC. 

Potter, A. Patricia & Perry G. Anne. (2015). Buku Ajar Fundamental Keperawatan: Konsep, 

Proses dan Prkatik. Edisi 4. Jakarta: EGC. 

Sabri, L. & Hastono. (2016). Statistik Kesehatan. Jakarta: PT. Raja Grafindo Persada. 

Sabriyati,W,O ,N ,I. Islam,A.A, Gaus. S. (2012) Faktor yang berhubungan dengan ketepatan 

waktu tanggap berdasarkan response time di Instalasi Gawat 

Sastroasmoro, Sudigdo dan Ismael. (2013). Dasar-dasar Metodologi Penelitian Klinis, 

Jakarta: Binarupa Aksara. 

Setiadi. (2012). Konsep dan Penulisan Riset Keperawatan. Yogyakarta: Graha Ilmu. 

Siboro,T. (2014). Hubungan pelayanan perawatan dengan tingkat kepuasan pasien di Ruang 

Unit Gawat Darurat Rumah Sakit Advent Bandung. Skripsi. Universitas Advent 

Indonesia. Bandung. 

Soedjas, T, MM, SE, Sp.A ,dr (2014). Layanan Wow Untuk Pelanggan. Yogyakarta: Media 

Pressindo. 

Suryani. (2010). Keperawatan gawat darurat. Diakses dari: 

http://www.library.upnvj.ac.id/pdf/5FIKESS1KEPERAWATAN/1010712 

012/BAB%201.pdf. 

Suryawati.C, Dharminto & Shaluhiyah.Z (2016). Penyusunan indikator kepuasan rawat inap 

rumah sakit di Provinsi Jawa Tengah. Jurnal Manajemen Pelayanan Kesehatan. 

Vol.9.No.4 Desember 2006.Hal:177 – 184. 

Syofyanti,R.A. (2014). Hubungan pelayanan keperawatan gawat darurat dengan tingkat 

kepuasan pasien di Instalasi Gawat Darurat RSSN Bukittinggi Tahun 2014. Skripsi. 

UMSB. Bukittinggi. Tjiptono, Fandy. (2008). ”Service Manajemen Mewujudkan 

Pelayanan Prima”. Yogyakarta: Andi. 

Wilde, E.T. (2014). Do Emergency Medical System Response Times Matter for Health 

Outcome?. New York: Columbia University. 

Arikunto 2010. Metodologi Penelitian Kuantitatif Edisi Revisi. Bandung: Remaja Rodakarya 

Hidayat . 2011. Metode Penelitian Keperawatan dan Teknik Analisis Data, Salemba Medika, 

Jakarta 

Notoatmodjo 2009. Pengembangan Sumber Daya Manusia. Jakarta : PT. Rineke Cipta 

Notoatmodjo. 2010. Metodologi Penelitian Kesehatan. Jakarta : PT. Rineka Cipta 

Nursalam. 2013. Konsep Penerapan Metode Penelitian Ilmu Keperawatan. Jakarta: Salemba 

Medika 

Sugiyono, 2012. Metode Penelitian Pendidikan Pendekatan Kuantitatif, Kualitatif, dan R&D. 

Penerbit Alfabeta, Bandung.   
 


