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ABSTRAK

Eva Aidar. 2025. Hubungan Kualitas Pelayanan Program Keluarga Berencana
Dengan Motivasi Kunjungan Ulang di Puskesmas Banda Raya Banda Aceh.
Skripsi, Program Studi Sarjana Keperawatan, Fakultas Sains, Teknologi dan Ilmu
Kesehatan. Pembimbing Ns. Rehmaita Malem, S.Kep., M.Kep dan Mahruri
Saputra,S.Kep.,NS.,M.Kep.

Pertumbuhan penduduk di Indonesia masih menjadi tantangan besar sehingga
diperlukan keberhasilan program Keluarga Berencana (KB) yang berkelanjutan.
Keberhasilan program KB tidak hanya ditentukan oleh prevalensi kontrasepsi,
tetapi juga kualitas pelayanan dan motivasi pasien untuk melakukan kunjungan
ulang. Penelitian ini bertujuan untuk mengetahui hubungan antara kualitas
pelayanan program KB dengan motivasi kunjungan ulang di Puskesmas Banda
Raya Banda Aceh. Penelitian ini menggunakan pendekatan kuantitatif dengan
desain korelasional. Sampel berjumlah 96 responden yang dipilih menggunakan
teknik consecutive sampling dari populasi 2.373 pasien aktif KB. Data
dikumpulkan menggunakan kuesioner Servqual yang mencakup lima dimensi
kualitas pelayanan: tangible, reliability, responsiveness, assurance, dan empathy,
serta instrumen motivasi kunjungan ulang. Analisis data dilakukan dengan uji Chi-
Square. Hasil penelitian menunjukkan bahwa kualitas pelayanan dinilai cukup baik
(56,3%) hingga baik (43,8%), sedangkan dengan motivasi sangat kurang baik
didominasi oleh penilaian “cukup baik” (72,7%), begitu pula responden
bermotivasi kurang baik (51,2%) dan cukup baik (55,8%). Uji Chi-Square
menghasilkan nilai p = 0,537 (p > 0,05) yang berarti tidak terdapat hubungan yang
signifikan antara kualitas pelayanan dengan motivasi kunjungan ulang.
Kesimpulannya, meskipun pelayanan KB di Puskesmas Banda Raya Banda Aceh
dinilai memadai, kualitas pelayanan belum cukup menjadi faktor penentu motivasi
kunjungan ulang. Diperlukan upaya tambahan berupa edukasi, pendekatan
persuasif, serta peningkatan aspek komunikasi interpersonal untuk memperkuat
motivasi pasien melakukan kunjungan ulang.

Kata Kunci: Kualitas Pelayaan, Kunjungan Ulang, KB.



ABSTRACK

Eva Aidar. 2025. The Relationship between the Quality of Family Planning
Program Services and the Motivation of Repeat Visits at the Banda Raya
Community Health Center, Banda Aceh. Thesis, Undergraduate Nursing Study
Program, Faculty of Science, Technology and Health Sciences. Supervisors: Ns.
Rehmaita Malem, S.Kep., M.Kep and Mahruri Saputra, S.Kep., NS., M.Kep.

Population growth in Indonesia remains a major challenge, requiring the continued
success of the Family Planning (FP) program. The success of the FP program is
determined not only by the prevalence of contraception, but also by the quality of
service and patient motivation to make repeat visits. This study aims to determine
the relationship between the quality of FP program services and motivation for
repeat visits at the Banda Raya Community Health Center in Banda Aceh. This
study used a quantitative approach with a correlational design. The sample
consisted of 96 respondents selected using consecutive sampling from a population
of 2,373 active KB patients. Data were collected using a Servqual questionnaire
covering five dimensions of service quality: tangibles, reliability, responsiveness,
assurance, and empathy, as well as a follow-up visit motivation instrument. Data
analysis was performed using the Chi-Square test. The results showed that service
quality was rated as fair (56.3%) to good (43.8%), while motivation was rated as
very poor, dominated by “fair” (72.7%), as well as respondents with poor
motivation (51.2%) and fair motivation (55.8%). The Chi-Square test produced a
p-value of 0.537 (p > 0.05), indicating no significant relationship between service
quality and motivation for repeat visits. In conclusion, although family planning
services at the Banda Raya Community Health Center in Banda Aceh are
considered adequate, service quality is not yet a determining factor in motivation
for repeat visits. Additional efforts are needed in the form of education, persuasive
approaches, and improved interpersonal communication to strengthen patients'
motivation to make repeat visits.

Keywords: Quality of Service, Repeat Visits, Family Planning.
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