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PMI KOTA BLITAR 
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Email : vidiahtrianahartanti2603@gmail.com 

 

ABSTRAK 

Latar Belakang: Pelayanan pre-hospital merupakan bagian penting dalam sistem 

kegawatdaruratan yang memberikan pertolongan awal sebelum pasien mencapai 

fasilitas kesehatan. Tujuan Penelitian: Mengetahui tingkat kepuasan pengguna 

terhadap layanan pre-hospital PMI Kota Blitar. Metode Penelitian: Penelitian ini 

menggunakan pendekatan deskriptif kuantitatif dengan survei kuesioner berbasis 

SERVQUAL yang mencakup lima dimensi kualitas layanan: tangibles, reliability, 

responsiveness, assurance, dan empathy. Sebanyak 32 responden yang pernah 

menggunakan layanan pre-hospital PMI Kota Blitar dilibatkan dalam penelitian. 

Hasil Penelitian: Mayoritas responden menggunakan layanan untuk kebutuhan 

rujukan ambulans. Hasil menunjukkan bahwa dimensi empathy memperoleh 

tingkat kepuasan tertinggi, diikuti oleh assurance, sedangkan dimensi tangibles 

meskipun tergolong tinggi, masih menunjukkan adanya ruang perbaikan. Skor rata-

rata keseluruhan mencapai 91%, mengindikasikan bahwa layanan pre-hospital PMI 

Kota Blitar berada dalam kategori sangat puas. Kesimpulan: Pengguna merasa 

sangat puas terhadap pelayanan PMI Kota Blitar, terutama dalam aspek empati dan 

jaminan. Peningkatan disarankan difokuskan pada fasilitas fisik guna mendukung 

kualitas layanan secara keseluruhan. 

Kata kunci: kepuasan, layanan kesehatan, PMI, pre-hospital, SERVQUAL  
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USER SATISFACTION WITH PRE-HOSPITAL SERVICES 

PROVIDED BY THE INDONESIAN RED CROSS (PMI) IN 

BLITAR CITY 

Hartanti, Vidiah Triana 

D3 Nursing Study Program Blitar, Jl. Dr. Soetomo no.56 

Email : vidiahtrianahartanti2603@gmail.com 

ABSTRACT  

Background: Pre-hospital care was an essential component of the emergency 

response system, providing initial treatment before patients reached healthcare 

facilities. Objective: This study aimed to determine the level of user satisfaction 

with pre-hospital services provided by the Indonesian Red Cross (PMI) in Blitar 

City. Method: The research employed a descriptive quantitative approach using a 

SERVQUAL-based questionnaire, which assessed five dimensions of service 

quality: tangibles, reliability, responsiveness, assurance, and empathy. A total of 32 

respondents who had previously used the pre-hospital services of PMI Blitar were 

involved in this study. Results: Most respondents used the service for ambulance 

referrals. The findings indicated that the empathy dimension had the highest 

satisfaction level, followed by assurance. Although the tangibles dimension was 

rated high, it still showed areas for improvement. The overall satisfaction score 

reached 91%, categorizing PMI’s pre-hospital service in Blitar City as highly 

satisfactory. Conclusion: Users felt very satisfied with the services provided by 

PMI Blitar, especially in terms of empathy and assurance. It was recommended that 

improvements focus on physical facilities to enhance the overall service quality. 

Keywords: healthcare services, PMI, pre-hospital, satisfaction, SERVQUAL
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