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ABSTRAK 

 

Penelitian ini mengkaji pelayanan di Klinik Bina Usada Denpasar pada tahun 

2025. Klinik ini merupakan Fasilitas Kesehatan Tingkat Pertama (FKTP) yang 

melayani pasien BPJS dan umum, dengan peningkatan jumlah kunjungan pasien 

yang signifikan dari tahun ke tahun. Namun, pasca-pemindahan lokasi operasional 

pada tahun 2021 karena pengalihan fungsi gedung dan dampak pandemi COVID-

19, terjadi penurunan drastis jumlah kunjungan dan muncul keluhan terkait 

pelayanan, khususnya untuk pasien BPJS yang terlihat pada ulasan Google.Tujuan 

umum penelitian ini adalah untuk memahami pelayanan pasien di Klinik Bina 

Usada, serta secara khusus untuk mengidentifikasi proses pelayanan dan tingkat 

kepuasan pasien. Penelitian ini menggunakan metode kualitatif dengan pendekatan 

fenomenologi interpretatif. Data dikumpulkan melalui wawancara mendalam, 

observasi langsung terhadap proses pelayanan, dan analisis dokumentasi.Informan 

penelitian mencakup pasien, dokter, perawat, bidan, apoteker, staf administrasi, staf 

kebersihan, dan satpam. Analisis data dilakukan dengan model interaktif Miles dan 

Huberman, melibatkan reduksi data, penyajian data, dan penarikan 

kesimpulan. Validitas temuan diperiksa menggunakan triangulasi sumber. Dari 

hasil observasi dan wawancara mendalam ditemukan hasil proses pelayanan dan 

rasa puas pasien saling berkaitan. Hasil penelitian diharapkan memberikan 

wawasan mengenai pelayanan kesehatan berkualitas dan kontribusi bagi 

pengembangan ilmu keperawatan. 
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ABSTRACT 

 

This study examines services at Klinik Bina Usada Denpasar in 2025. This clinic is 

a First-Level Health Facility (FKTP) serving BPJS and general patients, with a 

significant increase in patient visits year by year. However, following the relocation 

of its operational site in 2021 due to building function reassignment and the impact 

of the COVID-19 pandemic, there was a drastic decrease in visits and complaints 

regarding services emerged, particularly for BPJS patients, as seen in Google 

reviews.The general objective of this research is to understand patient services at 

Klinik Bina Usada, and specifically to identify the service process and patient 

satisfaction levels. This study uses a qualitative method with an interpretative 

phenomenological approach. Data were collected through in-depth interviews, 

direct observation of the service process, and document analysis. Research 

informants include patients, doctors, nurses, midwives, pharmacists, administrative 

staff, cleaning staff, and security guards. Data analysis was performed using the 

interactive model of Miles and Huberman, involving data reduction, data 

presentation, and conclusion drawing. The validity of the findings was checked 

using source triangulation. From the results of in-depth observation and interviews, 

it was found that the service process and patient satisfaction are interrelated. The 

research results are expected to provide insights into quality healthcare services 

and contribute to the development of nursing science. 
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