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THE RELATIONSHIP OF ACCREDITATION WITH QUALITY OF SERVICE AND
SATISFACTION OF HEALTH CARE CENTER PATIENTS IN EAST KOLAKA
DISTRICT
ABSTRACT
Background
Health Center accreditation aims to improve the quality of health services at the Health
Center, so that it is expected that the quality of improved health services can have an
impact on satisfaction for patients or the community better. The purpose of this study was
to determine the relationship between accreditation and quality of service and satisfaction
of Health Center patients in East Kolaka Regency.
Material and Method
This type of research is a quantitative study with a cross sectional study approach. The population
in this study were all patients who visited the East Kolaka District Health Center from January to
March 2020 as many as 1330 people. The sample size of 299 respondents was taken by
proportional random sampling. Data obtained using a questionnaire then analyzed descriptively
and inferentially using the Chi Square test.

Result
The results showed that there was a relationship between accreditation with quality of service and
patient satisfaction at the East Kolaka District Health Center, where a p-value < α= 0.05. There is a
relationship between service quality and patient satisfaction at the Health Center in East Kolaka
Regency, where obtainedp-value < α= 0.05
Conclusion
Accreditation can improve the quality of health services in health center, thus impacting on patient
satisfaction with health services. It is expected to improve the quality of services better. Which is
not only limited to health services but overall such as timeliness and speed in serving patients at
the registration counter, medical records and every polyclinic so as not to cause patients to wait too
long and patients can feel more satisfied with services obtained.
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Introduction
Health development is an integral and most important part of national
development, the goal of holding health development is to increase awareness, willingness
and ability to live healthy for everyone in order to realize an optimal degree of public
health. The success of health development plays an important role in improving the quality
and competitiveness of Indonesia's human resources. To achieve the goals of national
health development a variety of comprehensive, multi-level and integrated health efforts
are held. Health Center are the vanguard in organizing basic health efforts. Health Center
which is the Technical Implementation Unit of the Regency / City Health Service is a
health service facility that organizes public health efforts and first-level individual health
efforts,(1).
The vision of health development organized by the Health Center is the
achievement of the Healthy District towards the realization of Healthy Indonesia. Healthy
sub-district is a picture of the future sub-district community that is to be achieved through
health development, namely people who live in an environment and with healthy behavior,
have the ability to reach quality health services in a fair and equitable manner, and have
the highest degree of health(1).

To ensure that quality improvement, performance improvement and the application
of risk management are carried out on an ongoing basis at the Health Center, an external
party needs to be assessed using established standards, namely through an accreditation
mechanism. Health Center are required to be accredited regularly at least once every three
years, as well as accreditation is one of the credential requirements as a first-level health
service facility in collaboration with a public legal body. The main purpose of Health
Center accreditation is to foster quality improvement, performance through continuous
improvement of management systems, quality management systems and service delivery
systems and programs, and the application of risk management, and not just assessments
to obtain accreditation certificates. The approach used in Health Center accreditation is the
safety and rights of patients and families, with due regard to the rights of officers. This
principle is upheld as an effort to improve the quality and safety of services(1).
The implementation of accreditation in Health Center has a very important role and
meaning in improving the quality of Health Center services. The implementation of
accreditation is not merely to fulfill the requirements or criteria for health facilities that
can work together with a public legal body in the administration of social security, but the
results of the accreditation assessment are also important in improving the protection of
health workers, the public and their environment and can improve the performance of the
Health Center itself in carrying out health services. , both individuals and the community.
(2). This is in line with research conducted at Health Center with primary and plenary
accreditation status in the city of Semarang, which was assessed from the five dimensions
of service quality.(3). While research conducted by primary health centers
atSwitzerlandstates that the service quality management system that exists in the
accreditation process can improve three domains of service quality, namely quality and
safety, information, and finance. The improvement of the three quality domains directly
affects the quality of service received by the patient or the level of patient satisfaction(4).
In an effort to improve the quality of Health Center services, measurement of
patient satisfaction level absolutely must be done because by carrying out these
measurements, patient satisfaction can be known to the dimensions of service quality that
have been held. Dimensions - quality of health services that affect patient satisfaction is
the response time of service officers in serving patients, communication between health
workers and patients to environmental cleanliness (5).
Based on data obtained from the East Kolaka District Health Office, data were
obtained that there were 12 Health Center in the East Kolaka District that had been
accredited. namely Tirawuta Health Center, Loea Health Center, Lalolae, Ladongi Jaya
Health Center, Lambandia Health Center, Polia, Mowewe, Dangia Health Center, Tinondo
Health Center, Aere, Sanggona and Ueesi Health Center.
In terms of quantity, it can be seen that Health Center that have been accredited in
East Kolaka District are still some whose services are not yet optimal, for example in
Health Center Aere, which has been accredited intermediate but there are no human
resources for implementing in dental clinics even though there are dental care tools, in
Health Centers that have been accredited primarily but still high in communicable
diseases, especially tuberculosis and in Lambandia Health Center which have basic
accreditations, there are still many immunization status in their working areas that do not
reach complete basic immunization standards. From this data also shows that accredited
Health Center cannot meet the standard requirements Health Center accreditation as
stipulated in the Republic of Indonesia Health Regulation No 46 of 2015. So it is unable to
meet the quality of service and patient satisfaction.The lack of research that wants to see
the effect of accreditation Health Center and non-accreditation Health Center in terms of

service quality and patient satisfaction, coupled with the realization of accreditation
implementation at Health Center is new in East Kolaka Regency.
Based on the main purpose of Health Center accreditation, which is to foster
Health Center in an effort to continuously improve the service system and performance
that focuses on the needs of the community, the implementation of this accreditation is
expected to improve the quality of Health Center health services(1). This shows that the
quality of health services that have been accredited Health Center can meet optimal
service quality and be able to provide satisfaction to patients in accordance with
established accreditation standards. The next problem that arises is that there are still
problems with service quality indicators at accredited Health Center and non accredited
Health Center(6). As is the case with the results of research conducted at the Wonogiri I
Health Center which is an accredited Health Center. From the Wonogiri I Health Center,
for health services at the primary Health Center level, the indicators of the comfort and
safety of the Health Center were inadequate due to the lack of parking space and
registration space. Whereas health services at the level of Health Center Pembantu and
PKD are indicators of discipline and responsibilities of health workers as well as
environmental comfort that is not good. That is because there are some officers who are
still concerned with personal interests during working hours and inadequate facilities and
infrastructure of the Pustu and PKD, for health services at the primary health center level,
the indicators of service speed and environmental comfort are still poor due to inadequate
numbers of health workers and inadequate registration space conditions. While health
services at the level of sub-health centers and PKD indicators of discipline and
responsibility of health workers and environmental comfort Pustu and PKD are not good.
That is because there are still some officers who are concerned with personal interests
during working hours and inadequate conditions of the Pustu and PKD(7)
Terathe credibility of a Health Center cannot guarantee that the Health Center has
no problem in terms of the quality of health services. There is no data that can show that
all accredited Health Center must have a better quality of service than non accredited
Health Center(6). Meanwhile, according to PMK No.46 of 2015, the main purpose of the
accreditation of the Health Center itself is to foster quality improvement, performance
through continuous improvement of the quality management system, and the system of
organizing health service programs, as well as the application of risk management, and not
just an assessment to obtain accreditation certificate.
Based on a preliminary survey conducted at an accredited Health Center by
interviewing patients who came for treatment, they said that the Health Center was accredited
but the service was slow, the officers were not friendly, the officers were slow to serve the
patient and were unable to understand patient complaints, the absence of a doctor or dentist.
Based on this, the researcher will conduct a study on "Relationship between Health Center
Accreditation and Service Quality and Patient Satisfaction in East Kolaka Regency."

METHOD
a. Research Types and Design
This type of research is a quantitative study, with a cross sectional study approach,
which aims to determine the relationship between the independent variable (quality of

b.

c.

d.
e.

health care and patient satisfaction) with the dependent variable (accreditation) which is
observed at the same time at the same time (8).
Research Location and Time
This research was conducted in East Kolaka Regency, Southeast Sulawesi Province.
The research will be carried out until the final report preparation starts from December
2019 and finishes in May 2020.
Population and Sample
Population
The population in this study were all patients who visited the Health Center in
East Kolaka Regency from December to February as many as 1335 people.
Sample
This study consisted of 299 respondents taken by proportional random
sampling.
Data collection
Data were collected using a questionnaire. Standardized questionnaire.
Data analysis
Data were analyzed descriptively and inferentially. The inferential analysis used
is Chi Square.

RESULTS
Relationship of Accreditation Status with Quality of Health Center Services in East
Kolaka Regency
The analysis of the relationship between the status of Health Center accreditation
with the quality of health services in Health Center in East Kolaka Regency, Southeast
Sulawesi Province, can be described in full and in detail in the following table:
Table 1
Relationship between Service Quality and Health Center Accreditation Status in East
Kolaka Regency
Accreditation Status
Basic
Madya
Main
amount

Service Quality
Have quality
Less Quality
n
%
n
%
48
69.6
21
30.4
48
28.7 119
71.3
26
41.3
37
58.7
122
40.8 177
59.2

Amount
n
69
167
63
299

Statistic test

%
100 X²Hit = 33,695
100 X ² tab = 3.841
100 P-value= 0,000
100

Table 1, shows that of 69 respondents who came from Health Center with basic
accreditation status there were 48 respondents (69.6%) who stated the quality of service
was inferior and 21 respondents (30.4%) stated that they were already of quality. From
167 respondents with middle accreditation status, there were 48 respondents (28.7%) who
stated that they were not qualified and 119 respondents (71.3%) who said they were
qualified. While of the 63 respondents whose primary health center status was 26
respondents (41.3%) who stated that they were of poor quality and 37 respondents (58.7%)
who stated that they were qualified.
Based on the results of statistical tests using the Chi Square test at α = 5% and df =
2, obtained count X2> X2 table (33,776> 3,841), meaning that there is a significant
relationship between the health center accreditation status with the quality of health

services at health centers located in the area of East Kolaka Regency, Southeast Sulawesi
Province.
Relationship of Accreditation Status with Public Health Center Patient Satisfaction
in East Kolaka Regency
The relationship of patient satisfaction with the accreditation status of Health
Center in East Kolaka can be seen in the following table:
Table 2
Relationship of Patient Satisfaction with Health Center Accreditation Status in East
Kolaka Regency
Accreditation Status
Basic
Madya
Main
amount

Patient Satisfaction
Amount
Statistic test
Satisfied
Less satisfied
n
%
n
%
n
%
54
78.3
15 21.7 69 100 X²Hit = 23,517
81
48.5
86 51.5 167 100 X ² tab = 3.841
25
39.7
38 60.3 63 100 P-value= 0,000
160
53.5 139 46.5 299 100

Table 2, shows that of 69 respondents who came from Health Center with basic
accreditation status there were 54 respondents (78.3%) who stated they were not satisfied
with health care workers and 15 respondents (21.7%) said they were satisfied with health
services. Of the 167 respondents who came from Health Center with intermediate
accreditation status there were 81 respondents (48.3%) who expressed less satisfaction and
86 respondents (51.5%) said they were satisfied. While of the 63 respondents who came
from Health Center with primary accreditation status there were 25 respondents (39.7%)
stated that they were not satisfied with health services and 38 respondents (60.3%) the rest
stated they were satisfied.
Based on the results of statistical tests using the Chi Square test at α = 5% and df =
2, obtained X2 count> X2 table (23,517> 3,841), meaning that there is a significant
relationship between the health center accreditation status with the quality of health
services at the health centers located in the area of East Kolaka Regency, Southeast
Sulawesi Province.
Relationship between Service Quality and Patient Satisfaction in Health Center East
Kolaka Regency
The relationship of service quality with patient satisfaction at the East Kolaka
District Health Center can be seen in the following table:
Table 3
Relationship between Service Quality and Patient Satisfaction in Health Center East
Kolaka Regency

Service Quality
Less Quality
Have quality
amount

Patient Satisfaction
Less
Satisfied
satisfied
n
%
n
%
98
80.3
24
19.7
62
35
115
65
160 53.5 139 46.5

amount
n
122
177
299

%
100
100
100

Statistic test

X²Hit = 57,767
X ² tab = 3.841
P-value= 0,000

Table 3 shows that of the 122 respondents with poor quality of services 98
respondents (80.3%) were less satisfied with health services and 24 respondents
(19.7%) were satisfied with health services. While from 177 respondents who stated
quality of service quality there were 62 respondents (35%) who were less satisfied
and 139 respondents (46.5%) were satisfied with health services.
Based on the results of statistical tests using the Chi Square test at α = 5%
and df = 2, the calculated X2 value> X2 table (57,767> 3,841), means that there is a
significant relationship between the quality of health services with the satisfaction of
Health Center patients in Kolaka Timur Province Southeast Sulawesi.

DISCUSSION
Relationship of accreditation status with the quality of Health Center services in East
Kolaka Regency
Quality is a standard that must be achieved by health centers or hospitals through
health workers who provide the best possible service for patients so that patients get
satisfying services. Such a level of reliability is related to the ability of health care
providers to provide accurate services from the first time without making any mistakes and
delivering their services according to the agreed time. Responsiveness which deals with
the willingness and ability of health workers to help customers and respond to their
requests and inform when services will be provided and then provide services quickly.
Health workers must also have an empathy where health care providers must understand
the problems of their customers and act in the best interests of customers and have
comfortable operating hours. Health workers have a very important role in the service,
therefore officers should not neglect their duties to serve patients, this can reduce the level
of patient satisfaction(9).
The results showed that there was a relationship between the status of accreditation
with the quality of health services in the existing health centers in East Kolaka Regency,
where the calculated X2 value> X2 table (33,776> 3,841). This is because the existence of
an accreditation system will encourage quality of service according to the standards at
each accredited Health Center. This is in line with research conducted in Simalungun
Regency which states that service quality is significantly related to accreditation status (p
<0.05)(10).
In this study it was also known that there were 21 respondents (30.4%) of Health
Center with basic accreditation status and 119 respondents (71.3%) of Health Center with
middle accreditation and 37 respondents (58.7%) of Health Center with primary
accreditation status. states the health center services are of good quality. This is caused by
several things including the majority of patients who become respondents have received
sincere attention from health workers. The officer is able to understand the patient's needs,
and is able to provide motivational encouragement to the patient's problem. The officer
always treats the patient well and does not discriminate the patient in providing services.
Researchers also found during the observation that public perception of assurance
assessments, namely health workers who are able to provide patient confidence in health
workers in carrying out procedures for examination, treatment, to answer all complaints
from patients is good. Service assurance (assurance) in this study is the perception of
respondents or patients' assessment of the quality of health services in the East Kolaka
Regency These dimensions include knowledge, abilities, politeness, and trustworthiness
that is owned by the health service provider, free from danger, risk or doubt of patients at

the Health Center. Assurance, which includes the ability, courtesy and trustworthiness of
the staff, free from danger, risk or doubt. Assurance of service guarantees namely the
ability of employees to generate confidence and trust in promises made to patients, and
this relates to the quality of services provided by health center staff to patients. The results
of the analysis of this variable are a real interpretation that health workers (doctors,
midwives, and nurses) Health Center are personally considered capable of carrying out
tasks in accordance with their duties and professional ethics. On the other hand, the
guarantee of the ability of the Health Center to provide good services for patients provides
benefits in building a positive image of the patient's social environment so that it
contributes to the improvement of a better Health Center image in the eyes of the
community. and this relates to the quality of services provided by health center staff to
patients. The results of the analysis of this variable are a real interpretation that health
workers (doctors, midwives, and nurses) Health Center are personally considered capable
of carrying out tasks in accordance with their duties and professional ethics. On the other
hand, the guarantee of the ability of the Health Center to provide good services for patients
provides benefits in building a positive image of the patient's social environment so that it
contributes to the improvement of a better Health Center image in the eyes of the
community. and this relates to the quality of services provided by health center staff to
patients. The results of the analysis of this variable are a real interpretation that health
workers (doctors, midwives, and nurses) Health Center are personally considered capable
of carrying out tasks in accordance with their duties and professional ethics. On the other
hand, the guarantee of the ability of the Health Center to provide good services for patients
provides benefits in building a positive image of the patient's social environment so that it
contributes to the improvement of a better Health Center image in the eyes of the
community. and nurses) Health Center are personally considered capable of carrying out
tasks in accordance with their duties and professional ethics. On the other hand, the
guarantee of the ability of the Health Center to provide good services for patients provides
benefits in building a positive image of the patient's social environment so that it
contributes to the improvement of a better Health Center image in the eyes of the
community. and nurses) Health Center are personally considered capable of carrying out
tasks in accordance with their duties and professional ethics. On the other hand, the
guarantee of the ability of the Health Center to provide good services for patients provides
benefits in building a positive image of the patient's social environment so that it
contributes to the improvement of a better Health Center image in the eyes of the
community.
And from the Health Center with basic accreditation status there were 48
respondents (69.6%) who stated the quality of service was inferior. From the Health
Center with intermediate accreditation status there were 48 respondents (28.7%). While
from the Health Center with the main accreditation status there were 26 respondents
(41.3%) who stated that the service was of poor quality. This is because the Health Center
accreditation is not only based on patient perceptions but is supported by various other
aspects stipulated by Permenkes No. 46 of 2015 concerning Health Center Accreditation
Standards consisting of 3 parts and 9 chapters. This is in line with the research of Ng et all
(2013) which states that the factors that influence accreditation are the increase of staff
involvement and communication, the formation of disciplinary teams, positive changes in
organizational culture,(11).
This study is also in accordance with the research of Hajli et al (2014) that there is
no relationship between service quality as indicated by patient satisfaction scores and
technical quality as indicated by accreditation scores. That accreditation contains
construction and other domains that are not closely related to patient satisfaction, such as

structural, procedural and technical aspects, which improve the quality of care but are not
always visible to patients(12).

Relationship of accreditation status with satisfaction of Health Center patients in
East Kolaka Regency
Patient satisfaction is a level of patient feeling that arises as a result of the
performance of health services obtained after the patient compares with expected (13).
Patient satisfaction becomes an integral and comprehensive part of health service quality
assurance activities. That is, measuring the level of patient satisfaction must be an activity
that can not be separated from the measurement of the quality of health services. The
consequence of this mindset is that the dimension of patient satisfaction is an important
dimension of quality of health care(14).
The results showed that there was a significant relationship between the
accreditation status of Health Center and the quality of health services at the Health Center
in the East Kolaka Regency, Southeast Sulawesi, where X2 counts> X2 tables (23,517>
3,841) were obtained. So the results of this study can prove that the Health Center
accreditation status has to do with the level of patient satisfaction. This study is in line
with research conducted in Manado City which shows that there is a significant
relationship between the accreditation status of Health Center and the level of patient
satisfaction in Health Center Kota Manado(15). This study is also in accordance with
previous research conducted by Mirshanti (2017), which was conducted on 200
respondents in 4 (four) Health Center with different accreditation status in Surakarta City
and Karanganyar Regency which showed the results that there was a significant influence
between accreditation status and satisfaction patients at the Health Center(16).
The results of this study also showed that from the Health Center with basic
accreditation status there were 54 respondents (78.3%) who stated they were not satisfied
with the health services. From the Health Center with middle accreditation status there
were 81 respondents (48.3%) who expressed less satisfaction. Whereas from the Health
Center with the main accreditation status there were 25 respondents (39.7%) stated that
they were not satisfied with health services. This is due to the patient's perception of the
quality of services provided. Like there are still doctors who do not arrive on time and in a
hurry, it means that it is not in accordance with what the health officer promised to the
patient since he first came to the Health Center and there are still nurses or other health
workers who are less friendly to patients. In addition, some respondents also felt
unsatisfied because the waiting rooms at the Health Center were inadequate. This is
because the Health Center building is still in the process of being renovated. Patients who
are not satisfied with the existing health center services in East Kolaka Regency will be
able to reduce the attractiveness of patients to make it seem wasteful. Therefore, aspects of
health services in this quadrant do not or need not be improved performance of health
services.
And from the Health Center with basic accreditation status, there were also 15
respondents (21.7%) who were satisfied with health services, and from the middle
accreditation Health Center as many as 86 respondents (51.5%) said they were satisfied
and 38 respondents (60.3%) ) from the main accreditation Health Center which stated they
were satisfied. This is due to the good quality and service provided by the Health Center to
respondents such as this respondent feeling very satisfied with administrative services
ranging from taking patient numbers quickly, and many are satisfied with the services
provided by doctors and health workers.

However, the accreditation of Health Center is not only assessed based on the level
of patient satisfaction, but is supported from various aspects that have been determined by
Permenkes Number 46 of 2015 concerning Health Center Accreditation Standards which
consists of 3 parts and 9 chapters.
Based on research conducted by patients, they feel that the quality of health
services in Health Center in East Kolaka still needs to be improved and improved. So that
it can increase the number of visits and patient satisfaction, especially patients who are
unable, because the patient's perception of service quality is subjective and is influenced
by many interaction factors and also affects one's satisfaction with the service received.
The relationship between service quality and patient satisfaction at the Health Center
in East Kolaka Regency
Satisfaction is the level of one's feelings towards the comparison between the
results of an understanding of a product in relation to what is expected. The relatively
good quality of service does not necessarily satisfy the patient.
The results showed that there was a significant relationship between the quality of
health services with the satisfaction of Health Center patients in East Kolaka Regency,
Southeast Sulawesi Province, where X2 count> X2 table (57,767> 3,841) was obtained.
This illustrates that the quality of service can encourage or increase patient satisfaction in
health centers. This study is in line with research conducted at Siti Hajar Public Hospital,
where a p-value = 0,000 is obtained, meaning that there is a significant relationship
between service quality delivery and patient satisfaction(17).
This study also shows that of 122 respondents with poor quality service, 98
respondents (80.3%) were less satisfied with health services. This illustrates that the
quality of service that is lacking on patients will affect the patient's perception of health
services. Some of the things most felt by respondents were inadequate space and less
regular queue lines. Some patients are also dissatisfied with the waiting room, patients
think that the waiting room is not clean and comfortable, one of them is due to the
unavailability of sufficient seats in the waiting room so that when Health Center visitors
are busy, many visitors do not get seats in the waiting room . In addition, some patients
also believe that the toilet provided for patients who are less clean, especially if used
during the day and has been used a lot before. This is in line with the theory put forward
by Pohan which states that one aspect that affects patient satisfaction found in patient
satisfaction studies is hospital cleanliness(18).
Whereas out of 177 respondents who stated quality of service quality there were 62
respondents (35%) who were less satisfied, and of 122 respondents with quality of service
quality, there were also 24 respondents (19.7%) who were satisfied with health services at
the Health Center. This is because the quality of health services is not only assessed from
the level of patient satisfaction but is supported by various other aspects that have been set
by Permenkes No. 46 of 2015 on Health Center Accreditation Standards consisting of 3
parts and 9 chapters. Even though patient satisfaction is good but the quality of service is
not in accordance with Permenkes No. 46 of 2015 concerning Health Center Accreditation
Standards, it will still be considered less good.
And of the 177 respondents who stated quality of service quality, there were also
139 respondents (46.5%) who were satisfied with health services. This illustrates that good
service will affect patient satisfaction. One example of service quality in terms of
responsiveness (responsiveness), namely the desire of staff to help customers and provide
services with responsiveness is good. The services provided by the Health Center staff are
one of the supports for the success of services for patients who are undergoing treatment
and care. The service behavior among others is shown by the attitude of Health Center

staff in serving patients. The attitude shown by behavior should meet the norms desired by
the community, especially by the patient and the patient's family.
This is of course the expectation of each patient and is the responsibility of the
service provider in this case the Health Center staff are directly related to the patient. How
the staff responds to every patient's complaints and desires quickly and in accordance with
established service standards. If it can be given to patients, it will increase service
satisfaction to patients. For this reason, it is expected that all Health Center should be more
responsive and concerned about the wishes and desires of patients, and must be considered
and improved so that patient satisfaction is met.

Conclusion
There is a relationship between Health Center accreditation and service quality and Health
Center patient satisfaction in East Kolaka Regency. Therefore, it is recommended to the
head of the Health Center to further improve the quality of hospital services, especially for
A PUBLIC LEGAL BODY Health participants and for health workers (doctors, nurses,
and other health workers) not to differentiate services provided to patients who are A
PUBLIC LEGAL BODY Health participants and general patients.
Ethical Clearance : This study was approved by the ethics committee of the Southeast
Sulawesi Province Research and Development Board
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