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ABSTRAK

Mutu pelayanan kesehatan di puskesmas menjadi pengaruh yang cukup besar
dalam pembangunan kesehatan dan dapat meningkatkan derajat kesehatan di
Indonesia pada pelayanan kesehatan. Dalam wilayah kerja Puskesmas Teladan
terdapat pegawai yang kurang dalam mutu pelayanan kesehatannya seperti
kedisiplinan dan kurangnya efesien pegawai dalam membagi waktu dalam
pekerjaannya, serta penempatan pegawai Yyang tidak sesuai dengan latar
pendidikan dan pegawai yang mengemban 3 program dalam tugasnya. Penelitian
ini bertujuan untuk menggambarkan upaya peningkatan mutu pelayanan melalui
pendekatan manajemen SDM kesehatan di Puskesmas Teladan. Penelitian ini
menggunakan penelitian kualitatif menggunakan desain deskriptif. Pengumpulan
data dilakukan melalui wawancara mendalam dan observasi, informan pada
penelitian ini adalah 5 orang tenaga kesehatan yang bekerja di puskesmas teladan.
Hasil penelitian menunjukan bahwa secara umum mutu pelayanan di puskesmas
melalui pendekatan manajemen SDM kesehatan masih belum maksimal dalam
peningkatannya, terdapat dalam mutu pelayanan yang masih kurang efektif dan
efesien seperti kurangnya pelatihan yang diberikan kepada pegawai, kurangnya
kedisiplinan pegawai, dan terdapat pegawai yang kurang efesien dalam
melakukan program puskesmas karena memiliki tugas rangkap yang berlebihan.
Berdasarkan uraian di atas sebaiknya Dinas Kesehatan Kota Medan lebih
meningkatkan kembali pelatihan untuk tenaga kesehatan agar tercapainya mutu
pelayanan yang sesuai standar sebuah instansi terutama dalam puskesmas.

Kata kunci  :Mutu Pelayanan, Manajemen SDMK, Peningkatan



EFFORTS TO IMPROVE SERVICE QUALITY THROUGH HEALTH
HUMAN RESOURCE MANAGEMENT APPROACH AT TELADAN
PUSKESMAS MEDAN CITY

ERISHTA KHOFIFAH BARUS
0801183482

ABSTRACT

The quality of health services at the puskesmas has a significant influence on
health development and can improve health status in Indonesia in terms of health
services. In the working area of the Teladan Health Center there are employees
who are lacking in the quality of their health services such as discipline and lack
of employee efficiency in dividing their time at work, as well as the placement of
employees who are not in accordance with their educational background and
employees who carry out 3 programs in their duties. This study aims to describe
efforts to improve service quality through a health human resource management
approach at Exemplary Health Centers. This study uses qualitative research using
a descriptive design. Data collection was carried out through in-depth interviews
and observation. The informants in this study were 5 health workers who worked
in model health centers. The results of the study show that in general the quality
of service at the puskesmas through the health HR management approach is still
not maximized in its improvement, there are in the quality of services that are still
less effective and efficient such as lack of training provided to employees, lack of
employee discipline, and there are employees who are less efficient in carrying
out the puskesmas program because it has excessive dual assignments. Based on
the description above, the Medan City Health Office should further improve
training for health workers in order to achieve service quality that meets the
standards of an institution, especially in the puskesmas.

Keywords : Service Quality, Human Resources Management, Improvement
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