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ABSTRAK 
 

Meningkatnya kualitas pelayanan dan fasilitas yang mendukung akan 

memberikan kepuasan pasien. Apabila pasien merasa puas terhadap pelayanan 

kesehatan yang diterima, apabila pasien tersebut membutuhkan pelayanan 

kesehatan mereka akan cenderung minat melakukan kunjungan ulang untuk berobat 

ke puskesmas watukenongo. Penelitian ini bertujuan untuk menganalisis pengaruh 

kualitas pelayanan, fasilitas dan tingkat kepuasan terhadap minat kunjungan ulang 

di Puskesmas watukenongo. Metode penelitian menggunakan desain cross 

sectional study. Penelitian ini dilakukan di poli rawat jalan Puskesmas 

watukenongo dimulai bulan Juni-Oktober 2024, Sampel pada penelitian sebanyak 

165 pasien yaitu pasien baru, pasien umum dan pasien yang berada di wilayah 

puskesmas watukenongo dan mendapatkan pelayanan. Teknik pengambilan sampel 

dengan purposive sampling. Metode analisis data yang digunakan adalah analisis 

univariat, chi square dan uji regresi logistik berganda. Hasil uji chi square adalah 

kualitas pelayanan (p value 0,0371 < 0,05) berpengaruh signifikan terhadap minat 

kunjungan ke Puskesmas Watukenongo, fasilitas (p value 0,009<0,05) berpengaruh 

signifikan terhadap minat kunjungan ulang, kepuasan (p value 0,005<0,05) 

berpengaruh signifikan terhadap minat kunjungan ke Puskesmas watukenongo. 

Dari hasil uji regresi logistik yaitu, kepuasan dengan p-value 0,0043 dan OR/ 

(Exp(B))= 2,217, fasilitas dengan p-value 0,0015 dan OR/ (Exp(B))= 3,942, 

kualitas pelayanan kesehatan dengan p-value 0,0016 dan OR/ (Exp(B))= 4,436. 

Kesimpulannya bahwa kualitas pelayanan, fasilitas dan tingkat kepuasan 

mempengaruhi minat kunjungan ulang ke Puskesmas Watukenongo. Namun, untuk 

pasien yang merasa puas lebih berpengaruh 4,436 kali untuk menarik minat 

kunjungan ulang ke Puskesmas Watukenongo. 

 

Kata Kunci: Kualitas Pelayanan, Fasilitas, Tingkat Kepuasan. 
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ABSTRACT 
 

Increasing the quality of service and supporting facilities will provide patient 

satisfaction. If patients are satisfied with the health services received, if the patient 

needs health services they will tend to be interested in making repeat visits to seek 

treatment at the Watukenongo Health Center. This study aims to analyze the effect 

of service quality, facilities and satisfaction levels on repeat visit interest at the 

Watukenongo Community Health Center. The research method uses a cross-

sectional study design. This study was conducted at the Watukenongo Health 

Center outpatient clinic starting from January-February 2025. The sample in the 

study was 165 patients, namely new patients, general patients and patients who 

were in the Watukenongo Health Center area and received services. The sampling 

technique was simple random sampling. The data analysis method used was 

univariate analysis, chi square and multiple logistic regression tests. The results of 

the chi square test were that service quality (p value 0.0371 <0.05) had a significant 

effect on interest in visiting the Watukenongo Health Center, facilities (p value 

0.009 <0.05) had a significant effect on interest in repeat visits, satisfaction (p 

value 0.005 <0.05) had a significant effect on interest in visiting the Watukenongo 

Health Center. From the results of the logistic regression test, namely, satisfaction 

with a p-value of 0.0043 and OR/ (Exp(B))= 2.217, facilities with a p-value of 

0.0015 and OR/ (Exp(B))= 3.942, quality of health services with a p-value of 0.0016 

and OR/ (Exp(B))= 4.436. The conclusion is that the quality of service, facilities 

and level of satisfaction affect the interest in revisiting the Watukenongo Health 

Center. However, for patients who feel satisfied, it is 4.436 times more influential 

in attracting interest in revisiting the Watukenongo Health Center. 

 

Keywords: Facilities, Level of Satisfaction, Service Quality 
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RINGKASAN 
 

 

Pendahuluan 

Puskesmas merupakan ujung tombak kegiatan pelayanan kesehatan yang 

menentukan derajat kesehatan masyarakat Indonesia. Pengukuran mutu pelayanan 

pasien dianggap sebagai indikator utama untuk menilai mutu pelayanan. Penelitian 

Eka (2017) menunjukkan adanya pengaruh mutu pelayanan kesehatan terhadap 

minat kunjungan ulang, semakin tinggi mutu pelayanan kesehatan maka semakin 

besar pula minat kunjungan pasien (Aprianti, 2017) sehingga puskesmas harus 

meningkatkan mutu pelayanan kesehatan untuk memberikan kepuasan kepada 

pasien/masyarakat (Busro, 2018). 

Puskesmas Watukenongo merupakan pusat pelayanan kesehatan rawat jalan 

dasar. Fasilitas pelayanan kesehatan merupakan suatu kesatuan sebagai tempat 

yang digunakan untuk memberikan pelayanan kesehatan dan menjadi tolok ukur 

semua pelayanan sehingga dapat memberikan kenyamanan dan kepuasan kepada 

pasien saat menerima pelayanan kesehatan (Tjiptono, 2016). 

Menurut (Nuralia, 2019) semakin baik fasilitas kesehatan (canggih, lengkap 

dan nyaman) yang tersedia mengindikasikan semakin baik pula mutu pelayanan 

kesehatan tersebut sehingga memberikan kepuasan kepada pasien. Hal tersebut 

akan mendorong pasien untuk memilih kembali pelayanan kesehatan tersebut. 

Kepuasan merupakan salah satu indikator untuk menilai mutu pelayanan 

kesehatan. Pelayanan yang bermutu dapat memberikan kepuasan kepada 

pelanggannya sehingga pemberi pelayanan akan terus berupaya meningkatkan 

mutu fasilitas dan pelayanannya. Kepuasan pasien merupakan tujuan utama 

puskesmas, harapannya pasien akan kembali lagi ke puskesmas. Jumlah kunjungan 

pasien dapat dipengaruhi oleh beberapa faktor antara lain mutu pelayanan, 

kecukupan fasilitas dan tingkat kepuasan pasien. Minat kunjungan ulang 

dipengaruhi oleh kepuasan dan mutu pelayanan yang telah diberikan sebelumnya. 

Menurut Muhammad (2018) terdapat pengaruh yang signifikan mutu 

pelayanan kesehatan terhadap minat kunjungan ulang untuk berobat di puskesmas, 

hal ini menunjukkan bahwa semakin tinggi mutu pelayanan kesehatan maka 

semakin tinggi pula minat kunjungan ulang (Busro, 2018). 

 

Rumusan Masalah: 

Apakah terdapat pengaruh mutu pelayanan, fasilitas dan tingkat kepuasan 

terhadap minat kunjungan ulang berobat di Puskesmas Watukenongo? 

 

Tujuan Penelitian: 

Menganalisis pengaruh mutu pelayanan, fasilitas dan tingkat kepuasan 

terhadap minat kunjungan ulang berobat di Puskesmas Watukenongo Kabupaten 

Mojokerto  

 

Metode Penelitian: 

Penelitian ini merupakan penelitian kuantitatif dengan rancangan penelitian 

cross sectional dengan melihat mutu, fasilitas pelayanan kesehatan dan tingkat 

kepuasan pasien. Sampel dalam penelitian ini adalah pasien baru yang datang untuk 

mendapatkan pelayanan di Puskesmas Watukenongo. Besar sampel diperoleh dari 
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perhitungan dengan menggunakan rumus Slovin dan didapatkan sebanyak 165 

pasien. Teknik pengambilan sampel dalam penelitian ini menggunakan teknik 

Simple Random Sampling, instrumen yang digunakan adalah lembar kuesioner. 

Dalam penelitian ini variabel bebasnya adalah mutu pelayanan kesehatan 

(Tangibles, Empathy, Responsiveness, Realibility, Assurance), fasilitas pelayanan 

kesehatan dan tingkat kepuasan dan variabel terikatnya adalah minat kunjungan 

ulang. Data yang telah terkumpul selanjutnya dilakukan pengolahan (Editing, 

Coding, Scoring dan Tabulating). Metode analisis data yang digunakan adalah 

analisis univariat, chi square dan uji regresi logistik ganda. 

 

Hasil: 

Kualitas pelayanan di Puskesmas Watukenongo baik (81,8%), fasilitas baik 

(77%) dan minat berobat ulang sebesar 84,2%. Hasil pengaruh antara kualitas 

pelayanan terhadap minat berobat ulang di Puskesmas Watukenongo sebesar 

88,9% dan hasil chi square p-value 0,0371 dan p-value<α=0,05, H0 ditolak. 

Artinya ada pengaruh kualitas pelayanan terhadap minat berobat ulang di 

Puskesmas Watukenongo. 

Hasil pengaruh antara fasilitas terhadap minat berobat ulang di Puskesmas 

Watukenongo sebesar 90,6% dan hasil chi square p-value 0,009 dan p- 

value<α=0,05, H0 ditolak. Artinya ada pengaruh fasilitas terhadap minat berobat 

ulang di Puskesmas Watukenongo. Hasil pengaruh tingkat kepuasan terhadap minat 

berobat ulang di Puskesmas Watukenongo sebesar 89% dan hasil uji chi square p-

value 0,005 dan p-value<α=0,05 maka H0 ditolak. Artinya ada pengaruh tingkat 

kepuasan terhadap minat berobat ulang di Puskesmas Watukenongo. Hasil 

pengaruh mutu pelayanan, fasilitas dan tingkat kepuasan terhadap minat berobat 

ulang di Puskesmas Watukenongo. Dari hasil uji regresi logistik yaitu kepuasan 

dengan p-value 0,0043 dan OR/(Exp(B))= 2,217, fasilitas dengan p-value 0,0015 

dan OR/(Exp(B))= 3,942, mutu pelayanan kesehatan dengan p-value 0,0016 dan 

OR/(Exp(B))= 4,436.  

 

Karakteristik responden : 

N    = 165 responden 

Usia     = < 20 tahun = 2,4% ;  

    >20 tahun = 97,6% 

Jenis Kelamin    = Laki-laki = 56,4% ;  

   Perempuan = 43,6% 

 

Pembahasan 

Pengaruh mutu pelayanan kesehatan terhadap minat kunjungan ulang berobat 

di Puskesmas Watukenongo. Hasil uji statistik dengan menggunakan uji chi square 

didapatkan nilai p sebesar 0,0371, artinya nilai p < α=0,05, artinya Ho ditolak. 

Terdapat pengaruh antara mutu pelayanan kesehatan terhadap minat kunjungan 

ulang berobat di Puskesmas Watukenongo Kabupaten Mojokerto. Mutu pelayanan 

dari suatu institusi sangat ditentukan oleh manusia yang berperan sebagai pemberi 

pelayanan (Risma S, S & Dian C, F 2022). Petugas atau individu yang memberikan 

pelayanan memiliki peranan yang besar dalam hal mutu pelayanan. Oleh karena itu, 

seluruh pelaku pelayanan fasilitas kesehatan baik itu dokter, perawat, tenaga non 

medis, maupun tenaga medis perlu memberikan pelayanan yang prima dan bermutu 
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kepada pasien dan keluarganya karena mereka merupakan konsumen dalam 

pelayanan kesehatan yang menentukan lokasi atau tujuan untuk memperoleh 

pelayanan kesehatan. Hal ini sesuai dengan hasil penelitian Olvi (2023) bahwa 

terdapat pengaruh yang signifikan antara mutu pelayanan kesehatan terhadap minat 

kunjungan ulang (Abbas et al., 2023). 

Pengaruh Fasilitas Kesehatan terhadap Minat Kunjungan Ulang Berobat di 

Puskesmas Watukenongo Kabupaten Mojokerto. Hasil uji statistik dengan 

menggunakan uji chi square didapatkan nilai p-value sebesar 0,009 artinya nilai p- 

value < α=0,05 berarti Ho ditolak. Terdapat pengaruh antara fasilitas kesehatan 

terhadap minat kunjungan ulang berobat di Puskesmas Watukenongo Kabupaten 

Mojokerto. Fasilitas kesehatan berupa tempat pendaftaran, gedung, ruang tunggu, 

ruang pelayanan dan transportasi menuju tempat pelayanan kesehatan menjadi 

salah satu faktor yang menjadi alasan pasien memutuskan untuk memilih lokasi 

berobat. Menurut Kasuba (2018) semakin mudah akses ke fasilitas pelayanan maka 

cenderung pasien akan semakin mudah untuk berobat, begitu pula sebaliknya 

semakin sulit akses seperti jalan yang sulit, sarana transportasi yang sulit akan 

membuat pasien enggan untuk berobat kembali (Kasuba dan Kurniawan, 2018). 

Pengaruh Tingkat Kepuasan Kesehatan terhadap Minat Berkunjung Ulang 

Berobat di Puskesmas Watukenongo Kabupaten Mojokerto. Hasil uji statistik 

dengan menggunakan uji chi square didapatkan nilai p sebesar 0,005 artinya nilai p 

< α = 0,05 berarti Ho ditolak. Terdapat pengaruh antara tingkat kepuasan terhadap 

minat berkunjung ulang berobat di Puskesmas Watukenongo Kabupaten 

Mojokerto. Kepuasan pasien merupakan suatu kenyataan namun sering kali 

terabaikan sebagai indikator mutu. Mutu pelayanan kesehatan merupakan hasil 

akhir (output) dari interaksi dan ketergantungan antara berbagai aspek dalam 

fasilitas pelayanan kesehatan. Produk yang memenuhi kebutuhan pelanggan atau 

berkualitas tinggi, memiliki manfaat dapat memenangkan persaingan, 

meningkatkan pangsa pasar, dan meningkatkan kepuasan pelanggan (Sangkot, 

2022). 

Berdasarkan hasil analisis, hasilnya sejalan dengan penelitian lain yang 

menyatakan bahwa terdapat hubungan antara kepuasan pasien pada lima dimensi 

kualitas dengan niat berkunjung ulang (Sukiswo, 2018). Penelitian lain juga 

menemukan bahwa kualitas layanan berpengaruh positif dan signifikan terhadap 

niat berkunjung ulang melalui kepuasan pasien (Jalias, 2020). Hal ini serupa dengan 

penelitian yang menunjukkan bahwa kepuasan pasien berpengaruh signifikan dan 

positif terhadap kunjungan ulang. Pasien berminat berkunjung ulang untuk berobat 

lebih lanjut karena pengalaman baik dan mengesankan dari kunjungan sebelumnya, 

yang dianggap memuaskan. Seseorang yang memutuskan untuk mengulang 

pelayanan yang telah diterimanya (Sangkot, 2022). 

Analisis Pengaruh Kualitas Pelayanan Kesehatan, Fasilitas Fisik dan Tingkat 

Kepuasan Kesehatan terhadap Minat Berkunjung Ulang Berobat di Puskesmas 

Watukenongo Kabupaten Mojokerto. Berdasarkan hasil analisis regresi logistik 

berganda terhadap ketiga variabel diperoleh variabel yang berhubungan signifikan 

terhadap minat berkunjung kembali adalah mutu pelayanan kesehatan, sarana fisik 

dan tingkat kepuasan. Namun ada satu variabel yang paling dominan karena 

memiliki nilai P terendah (0,001) dan Odds Ratio (OR) tertinggi yaitu variabel 

tingkat kepuasan. Hasil pemodelan diperoleh Odds Ratio (OR) tingkat kepuasan 

dengan nilai (Exp(B)) menunjukkan angka 4,436. Dari hasil analisis tersebut dapat 



 

 

xii  

disimpulkan bahwa variabel yang paling dominan/berpengaruh signifikan paling 

besar terhadap minat berkunjung kembali adalah tingkat kepuasan. Tingkat 

kepuasan merupakan unsur penting dan paling besar pengaruhnya terhadap minat 

berkunjung kembali baik secara analisis bivariat maupun multivariat. Kepuasan 

merupakan perasaan senang/kecewa yang timbul setelah membandingkan kinerja 

suatu produk yang dipikirkan terhadap kinerja yang ditawarkan. Menurut Kotler 

dan Keller (2009), kepuasan pelanggan adalah perasaan senang atau kecewa yang 

timbul setelah membandingkan persepsi atau kesannya terhadap atau hasil suatu 

produk dan jasa dengan kesesuaiannya dengan harapannya. 

 

Kesimpulan: 

1. Terdapat pengaruh antara mutu pelayanan terhadap niat berkunjung kembali 

berobat di Puskesmas Watukenongo Kabupaten Mojokerto tahun 2024 

2. Terdapat pengaruh antara fasilitas terhadap niat berkunjung kembali berobat di 

Puskesmas Watukenongo Kabupaten Mojokerto tahun 2024 

3. Terdapat pengaruh antara tingkat kepuasan terhadap niat berkunjung kembali 

berobat di Puskesmas Watukenongo Kabupaten Mojokerto Mojokerto tahun 

2024 

4. Tingkat kepuasan berpengaruh sebesar 4.436 kali terhadap kunjungan ulang. 

 

 

Saran : 

1. Bagi masyarakat 

Dapat dijadikan sebagai bahan informasi dalam menentukan tujuan memilih 

fasilitas pelayanan kesehatan.  

2. Bagi Puskesmas Watukenongo 

Dapat dijadikan sebagai acuan dalam pengambilan kebijakan dengan tujuan 

untuk meningkatkan pelayanan kesehatan di Puskesmas Watukenongo. 

3. Bagi peneliti selanjutnya 

Diharapkan dapat dijadikan sebagai bahan literasi untuk penelitian 

selanjutnya, dan bagi peneliti selanjutnya untuk melakukan penelitian lebih 

mendalam. 
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SUMMARY 
 
Introduction 

 

Public Health Center is the spearhead of health service activities that 

determine the health status of the Indonesian people. Measuring the quality of 

patient care is considered the main indicator for assessing service quality. Eka's 

research (2017) shows the influence of the quality of health services on the interest 

in repeat visits, the higher the quality of health services, the greater the interest in 

patient visits (Aprianti, 2017) so that health centers must improve the quality of 

health services to provide satisfaction to patients/the community (Busro, 2018). 

Watukenongo Health Center is a basic outpatient health service center. 

Health service facilities are a unit as a place used to provide health services and 

are a benchmark for all services so that they can provide comfort and satisfaction 

to patients when receiving health services (Tjiptono, 2016). 

According to (Nuralia, 2019) the better the health facilities (sophisticated, 

complete and comfortable) available indicate the better quality of the health 

services so that they provide satisfaction to patients. This will encourage patients 

to choose the health service again. 

Satisfaction is one of the indicators for assessing the quality of health 

services. Quality service can provide satisfaction to its customers so that service 

providers will continue to strive to improve quality facilities and services. Patient 

satisfaction is the main goal of the health center, the hope is that patients will return 

to the health center. The number of patient visits can be influenced by several 

factors including service quality, adequate facilities and patient satisfaction levels. 

The interest in repeat visits is influenced by the satisfaction and quality of services 

that have been provided previously. 

According to Muhammad (2018) there is a significant influence of the quality 

of health services on the interest in repeat visits for treatment at the health center, 

indicating that the higher the quality of health services, the higher the interest in 

repeat visits (Busro, 2018). 

 

Problem Formulation: 

Is there an influence of service quality, facilities and level of satisfaction on 

the interest in repeat visits for treatment at the Watukenongo Health Center? 

 

Research Objectives: 

To analyze the influence of service quality, facilities and level of satisfaction 

on the interest in repeat visits for treatment at the Watukenongo Health Center, 

Mojokerto Regency 

 

Methods : 

This study is a quantitative study with a cross-sectional research design by 

looking at the quality, health service facilities and patient satisfaction levels. The 

sample in this study were new patients who came to get services at the Watukenongo 

Health Center. The sample size was obtained from calculations using the Slovin 

formula and we get 165 patients The sampling technique in this study used the 

Simple Random sampling technique, the instrument used was a questionnaire sheet. 
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In this study, the independent variables were the quality of health services 

(Tangibles, Empathy, Responsiveness, Realibility, Assurance), health service 

facilities and satisfaction levels and dependent variable was the interest in repeat 

visits. The data that has been collected will then be processed (Editing, Coding, 

Scoring and Tabulating).The data analysis method used was univariate analysis, 

chi square and multiple logistic regression tests 

 

Result: 

Service quality in Puskesmas Watukenongo is good (81,8%), Fasilities it 

was good (77%) and interest in repeat visit for treatment is 84,2%. The result 

influence between service quality on the interest in repeat treatment at the 

Watukenongo health center is 88,9% and chi-square result p-value 0,0371 and p-

value<α=0,05, H0 rejected. That means there is influence of service quality on the 

interest in repeat visits for treatment at the Watukenongo health center. 

The result influence between facilities on the interest in repeat treatment at 

the Watukenongo health center is 90,6% and chi-square result p-value 0,009 and 

p- value<α=0,05, H0 rejected. That means there is influence of facilities on the 

interest in repeat visits for treatment at the Watukenongo health center. 

The result influence between level of satisfaction on the interest in repeat 

treatment at the Watukenongo health center is 89% and chi-square result p-value 

0,005 and p-value<α=0,05, H0 rejected. That means there is influence of level of 

satisfaction on the interest in repeat visits for treatment at the watukenongo health 

center. 

The result influence service of quality, facilities and level of satisfaction on 

the interest in repeat visits for treatment at the Watukenongo Health Center. From 

the results of the logistic regression test, namely, satisfaction with a p-value of 

0.0043 and OR/ (Exp(B))= 2.217, facilities with a p-value of 0.0015 and OR/ 

(Exp(B))= 3.942, quality of health services with a p-value of 0.0016 and OR/ 

(Exp(B))= 4.436. 

 

Respondent characteristic : 

N   = 165 respondens 

Age   = < 20 years= 2,4% ; 

    >20 years= 97,6%  

Gender  = Male = 56,4% ;  

   Female = 43,6% 

 

Discussion 

The influence of health service quality on the interest repeat visits for 

treatment at Watukenongo center. The results of the statistical test using the chi- 

square test showed that the p-value was 0.0371, meaning that the p-value 

<α=0.05, meaning Ho was rejected. There is an influence between the quality 

of health services on the interest in repeat visits for treatment at the Watukenongo 

Health Center, Mojokerto Regency. The quality of service from an institution is 

largely determined by the humans who act as service providers (Risma S, S & Dian 

C, F 2022). Officers or individuals who provide services have a major role in 

terms of service quality. Therefore, all health facility service actors, be it 

doctors, nurses, non-medical personnel, and medical personnel, need to provide 
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excellent and quality services to patients and their families because they are 

consumers in health services who determine the location or destination to obtain 

health services. This is in accordance with the results of Olvi's study (2023) that 

there is a significant influence between the quality of health services on the interest 

in repeat visits (Abbas et al., 2023). 

The Influence of Health Facilities on the Interest in Revisiting for Treatment 

at the Watukenongo Health Center, Mojokerto Regency. The results of statistical 

tests using the chi-square test showed that the p-value was 0.009, meaning that the 

p-value <α=0.05, meaning Ho was rejected. There is an influence between health 

facilities on the interest in revisiting for treatment at the Watukenongo Health 

Center, Mojokerto Regency. Health facilities in the form of registration places, 

buildings, waiting rooms, service rooms and transportation to health services are 

one of the factors that are the reasons why patients decide to choose a location for 

treatment. According to Kasuba (2018), the easier the access to service facilities, 

the easier it tends to be for patients to visit, and vice versa, the more difficult the 

access, such as difficult roads, difficult transportation facilities, will make patients 

reluctant to visit again (Kasuba and Kurniawan, 2018). 

The Influence of Health Satisfaction Level on the Interest in Repeat Visits for 

Treatment at the Watukenongo Health Center, Mojokerto Regency. The results of 

the statistical test using the chi-square test showed that the p-value was 0.005, 

meaning that the p-value <α=0.05, meaning Ho was rejected. There is an influence 

between the level of satisfaction on the interest in repeat visits for treatment at the 

Watukenongo Health Center, Mojokerto Regency. Patient satisfaction is a reality 

but is often overlooked as an indicator of quality. The quality of health services is 

the end result (output) of the interaction and dependency between various aspects 

in health care facilities. Products that meet customer needs or are of high quality, 

have benefits can win the competition, increase market share, and increase 

customer satisfaction (Sangkot, 2022). 

Based on the results of the analysis, the results are in line with other studies 

which state that there is a relationship between patient satisfaction in five 

dimensions of quality and the intention to revisit (Sukiswo, 2018). Other studies 

have also found that service quality has a positive and significant effect on the 

intention to revisit through patient satisfaction (Jalias, 2020). This is similar to 

research showing that patient satisfaction has a significant and positive effect on 

revisits. Patients are interested in revisiting for further treatment because of their 

good and impressive experiences from previous visits, which they consider 

satisfactory. Someone who decides to repeat the service they have received 

(Sangkot, 2022). 

Analysis of the Influence of Health Service Quality, Physical Facilities and 

Health Satisfaction Level on the Interest in Revisiting for Treatment at the 

Watukenongo Health Center, Mojokerto Regency. 

Based on the results of multiple logistic regression analysis of the three 

variables, it was obtained that the variables that were significantly related to the 

interest in revisiting were the quality of health services, physical facilities and the 

level of satisfaction. However, there is one variable that is most dominant because 

it has the lowest P value (0.001) and the highest Odds Ratio (OR) is the variable 

level of satisfaction. 

The modeling results obtained the Odds Ratio (OR) level of satisfaction with 
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a value (Exp (B)) showing the number 4.436. From the results of this analysis, it 

can be concluded that the most dominant variable/greatest significant influence on 

the interest in revisiting is the level of satisfaction. The level of satisfaction is an 

important element and has the greatest influence on the intention to revisit, both in 

bivariate and multivariate analysis. 

Satisfaction is a feeling of pleasure/disappointment that arises after 

comparing the performance of a product that is thought of against the performance 

offered. According to Kotler and Keller (2009), customer satisfaction is a feeling 

of pleasure or disappointment that arises after comparing their perception or 

impression of or the results of products and services and their suitability to their 

expectations. 

 

Conclusions 

1. There is an influence between the quality of service on the intention to revisit for 

treatment at the Watukenongo Health Center, Mojokerto Regency in 2024 

2. There is an influence between facilities on the intention to revisit for treatment 

at the Watukenongo Health Center, Mojokerto Regency in 2024 

3. There is an influence between the level of satisfaction on the intention to revisit 

for treatment at the Watukenongo Health Center, Mojokerto Regency. Mojokerto 

in 2024 

4. The level of satisfaction has an effect of 4,436 times on repeat visits. 
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