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Abstract. This study aims to analyze the quality of administrative services at UPT Puskesmas Bumi Ayu, Dumai
City, as part of primary public health service delivery. Service quality is an important indicator of institutional
performance and community satisfaction. This research uses a qualitative approach with data collected through
interviews, observation, and documentation. Informants consisted of the head of the health center and a service
user selected purposively based on direct involvement in administrative services. The data were analyzed using
the Miles and Huberman model, including data reduction, data display, and conclusion drawing. The assessment
framework applies five service quality dimensions: tangibles, reliability, responsiveness, assurance, and empathy.
The findings indicate that administrative services generally perform well, particularly in staff responsiveness,
procedural reliability, and empathetic interaction. However, several limitations remain, including limited inpatient
room facilities and difficulties among elderly users in understanding the Mobile JKN online registration system.
These results suggest that service improvement should focus on strengthening physical infrastructure and enhanc-
ing user support for digital service access to improve overall administrative service quality in primary healthcare
institutions.
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1. INTRODUCTION

Public service is one of the primary functions of government administration, aimed at
meeting the basic needs of the community, including in the health sector. The quality of public
service is a crucial indicator in assessing the performance of service institutions, as it is directly
related to the level of public satisfaction and trust. From a service quality perspective, service
quality can be measured through five main dimensions: reliability, responsiveness, assurance,
empathy, and tangibles (Parasuraman et al., 1988).

Healthcare services, as part of public services, have special characteristics because they
relate to the basic rights of the community. Normatively, the implementation of public services
is regulated by Law Number 25 of 2009 concerning Public Services, which stipulates that every
service provider is obliged to provide quality, transparent, fast, easy, affordable, and measura-
ble services. Furthermore, Law Number 36 of 2009 concerning Health states that everyone has
the right to access safe, quality, and non-discriminatory healthcare services. Therefore, every
government healthcare facility has a legal obligation to meet these service quality standards.

Community Health Centers (Puskesmas), as first-level health care units, play a strategic
role in the national health care system. Puskesmas serve not only as primary health care centers
but also as hubs for communication and community empowerment in the health sector (Minis-
try of Health Decree No. 585/Menkes/SK/V/2007). Puskesmas are at the forefront of providing

promotive, preventive, curative, and rehabilitative services to the community.
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Operationally, services at the Community Health Center (Puskesmas) encompass vari-
ous types of services, such as nursing, laboratory, pharmacy, and administrative services. Ad-
ministrative services are the primary entry point into the healthcare process, serving as the
initial step before patients receive medical treatment. The quality of administrative services
significantly determines the patient's initial experience and influences their overall perception
of the quality of healthcare they receive.

Data management and service administration at community health centers (Puskesmas)
are crucial components in ensuring smooth service delivery. Public satisfaction with Pusk-
esmas services is greatly influenced by the speed and accuracy of staff in handling the service
process, from registration to patient examination and treatment. Ineffective administrative ser-
vices can potentially lead to long queues, data errors, and inconvenience for service users.

Constitutionally, the state is responsible for providing adequate health care facilities as
stipulated in Article 34 paragraph (3) of the 1945 Constitution of the Republic of Indonesia.
Technical provisions regarding facility standards are also regulated in Minister of Health Reg-
ulation Number 19 of 2024 which stipulates a maximum limit of 10 beds per Community
Health Center and Presidential Regulation Number 59 of 2024 concerning the Standard Inpa-
tient Class (KRIS) standard with a maximum of four beds per room (No Title, 2024). This
standard serves as a reference in assessing the adequacy of first-level health care facilities and
infrastructure.

Based on empirical conditions at the Bumi Ayu Community Health Center (Puskesmas)
in Dumai City, several issues remain in administrative services, including limited inpatient
facilities and a unequal understanding of the registration process among the public. Interviews
indicate that while the use of the Mobile JKN application-based registration system is helpful,
it remains a challenge for older adults unfamiliar with digital technology. This indicates a dig-
ital literacy gap in access to services.

From the service provider's perspective, administrative officers stated that various ef-
forts have been made to socialize and provide assistance in using the digital registration system,
but many people still come directly without pre-registering due to limited technological under-
standing. In addition to procedural and facility aspects, the empathy dimension of officers is
also an important factor, because a friendly attitude, attention, and good communication greatly
influence the comfort of service users (Parasuraman et al., 1988).

Based on this description, an in-depth study of the quality of administrative services at
the Bumi Ayu Community Health Center (UPT) in Dumai City is needed to obtain a factual

picture of the current service conditions. This study aims to analyze the quality of
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administrative services based on service quality dimensions and identify influencing factors as

a basis for evaluating and improving the quality of public health services.

2. Literature Review

Quality is a crucial factor in both the business and non-business worlds, as the perfor-
mance of an organization can be measured by the quality of its goods and services. Quality is
also defined as the level of quality or degree of goodness or badness of a work product, and is
related to individual and organizational performance standards. Work quality reflects how a
person performs their duties, as seen from their work behavior and the quality of the work
results achieved. Quality is also understood as a dynamic condition related to products, work-
force, processes, tasks, and the environment that can meet or exceed the expectations of service
users.

(Collins et al., 2021)

Quality is an important factor in both the business and non-business worlds because the
good or bad performance of an organization can be measured by the quality of the goods and
services produced, where quality is interpreted as the level of quality or degree of good or bad
of a work result and is related to the standards of individual and organizational achievement.
Work quality reflects how a person carries out their duties which is assessed from work behav-
iors such as loyalty, honesty, leadership, cooperation, loyalty, dedication, and participation, as
well as the quality of work results achieved, and quality is also understood as a dynamic con-
dition related to products, workforce, processes, tasks, and the environment that are able to
meet or exceed the expectations of service users (Collins et al., 2021).

Quality is also explained as the overall features and characteristics of a product or service
that have the ability to satisfy needs, both explicitly stated and implicit, and includes the char-
acteristics inherent in products and services to suit user needs (Rahman, nd). From a marketing
perspective, quality is understood as all the features and characteristics of a product or service
that influence the ability to satisfy stated or implied needs by customers (Kotler & Keller,
2019).

Quality is also defined as conformity to objectives and must be oriented toward meeting
current and future customer needs so that satisfaction can be maintained sustainably (Nursalam
& Fallis, 2013). Public service is a form of fulfilling the interests of the wider community that
stems from community needs and does not conflict with applicable norms and regulations,
which includes basic services and administrative services related to documents and citizenship

status (Wachruroji et al., 2019).
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Service is defined as an action or activity offered by one party to another party that is
essentially intangible and does not result in ownership, but is oriented towards providing ben-
efits and satisfaction (Widjoyo et al., 2014). Service is also a government activity that provides
benefits and satisfaction to the community even though the results are not tied to physical prod-
ucts (I1 & Teori, 2010). Service is a process of fulfilling needs through the activities of others
directly and can be viewed as a system consisting of operational parts and service delivery parts
to users (Ii & Pelayanan, 2008). Service is an activity or benefit offered to other parties with
the aim of providing satisfaction to service users (Fadilah & Hasibuan, 2022).

Administration etymologically means helping and serving, and in a narrow sense, refers
to clerical activities such as recording, correspondence, bookkeeping, and archiving to ensure
the availability of information (Abd. Rijali Lapodi et al., 2023). Administration is also under-
stood as group collaboration to achieve common goals through a rational and organized process
(Marliani & Si, nd). Administration encompasses the processes of planning, organizing, im-
plementing, and monitoring resources to achieve predetermined goals (Mahardika, 2024).

Administrative services are the government's responsibility to provide services to the pub-
lic that are oriented towards the public interest, taking into account the elements of cost, time,
and quality of service (Garcia et al., nd). Administrative services include the provision of var-
ious forms of public documents such as population identification, certificates, deeds, and per-
mits needed by the public (Huda et al., 2020). Administrative services include recording, re-
search, decision-making, documentation, and administration activities that produce a final
product in the form of an official document (Ilmiah et al., 2023). Administrative services are
the process of fulfilling needs through direct activities within the administrative system of a
service organization (Mahardika, 2024).

Administrative services are part of public services provided to meet the needs of citizens
in accordance with statutory provisions (Mozin et al., 2025). Conceptually, measuring service
quality refers to the SERVQUAL model, which states that service quality is measured through
five main dimensions: tangibles, reliability, responsiveness, assurance, and empathy, as the

basis for evaluating service quality (Parasuraman et al., 1990).

3. METHODOLOGY

This study uses a qualitative approach, focusing on analyzing the quality of administrative
services at the Bumi Ayu Community Health Center (Puskesmas Bumi Ayu) in Dumai City.
The research location is on Jalan Budi Utomo, Puskesmas Alley, Dumai Selatan District, Du-

mai City. The location was chosen based on the consideration that Bumi Ayu Community
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Health Center is a public health organization that plays a vital role and is greatly needed by the
community in providing primary health care.

Research informants are parties who provide information regarding situations and condi-
tions related to the research object. Informants are understood as individuals who know and
master data and facts related to the research focus (III, 2007). In this study, informants were
determined from elements of service providers and service recipients at the Bumi Ayu Com-
munity Health Center UPT. Two informants were interviewed directly, consisting of the Head
of the Community Health Center, Dr. Ivanny Octavianty, and one community service user,
Denny Febriansyah. The selection of informants was carried out purposively by considering
involvement and direct experience with community health center administrative services.

The data types used consist of primary and secondary data. Primary data is data obtained
directly from the research subjects through interviews and field observations (Helmi, 2021).
Primary data in this study relates to dimensions of service quality, including tangibles, relia-
bility, responsiveness, assurance, and empathy. Secondary data is data obtained from docu-
ments, official archives, and other relevant written sources to complement the research needs,
particularly those related to the facilities and infrastructure of the Bumi Ayu Community Health
Center (UPT Bumi Ayu) (Helmi, 2021).

Data collection techniques were carried out through observation, interviews, and docu-
mentation. Observations were conducted by directly observing the administrative service pro-
cess at the community health center, from patient registration and form completion to file man-
agement and archiving. Observations were used to obtain a realistic picture of staff behavior,
the speed and accuracy of service, and the condition of supporting facilities (Nurjannah, 2022).
Interviews were conducted through a question-and-answer process with informants to obtain
information regarding experiences, perceptions, and understanding regarding the quality of ad-
ministrative services and the obstacles encountered in their implementation (Nurjannah, 2022).
Documentation was carried out by collecting and reviewing documents, notes, and visual evi-
dence related to the provision of administrative services as supporting data for the research
(Rizky, 2022).

The data analysis in this study used the qualitative data analysis model proposed by Miles
and Huberman, which includes three main stages: data reduction, data presentation, and con-
clusion drawing. Data reduction was carried out by summarizing and selecting relevant data
and focusing on important aspects according to the research theme (Pratiwi, 2017). Data
presentation was carried out in the form of narrative descriptions arranged systematically so

that the relationships between data could be clearly understood (Ningtyas, 20014). The final
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stage was drawing conclusions, namely the process of interpreting the data from interviews
and observations comprehensively to answer the research problem formulation and produce

findings in line with the study's focus (Kasmiati et al., 2021).

4. RESULTS AND DISCUSSION

ResultsThe research data was obtained through direct interviews with the Bumi Ayu
Community Health Center (UPT) and service users. The research findings were analyzed using
five dimensions of service quality according to Zeithaml, Parasuraman, and Berry (1990): tan-
gible, reliability, responsiveness, assurance, and empathy.

In the tangible dimension, the findings indicate that the general condition of the physical
facilities, cleanliness, and service facilities at the Bumi Ayu Community Health Center (UPT)
are considered good, but there are still limitations in certain facilities. From observations and
interviews, it was discovered that the community health center does not yet have a general
inpatient ward and only has one delivery room and an emergency room. This is one of the
perceived limitations of physical services. As stated by a community health center officer: "in
this community health center there is only one delivery room where after 6 hours the mother
and baby can be treated as outpatients." In addition, the community health center has imple-
mented an online registration system through Mobile JKN to facilitate queue number retrieval,
but in practice there are still obstacles to understanding for the elderly. One informant said: "I
think online registration using Mobile JKN is indeed easier but quite difficult for older people."

Ondimensionsreliability, the results of the interview showed that the service was consid-
ered quite reliable and according to procedures. Informants said that the officers provided ser-
vice in a friendly, responsive manner, and provided clear directions regarding the service flow.
Reliability was also seen from the ease of the registration process both in person and online as
well as the assistance of officers in using the system. The informant stated: "In my opinion, the
service provided by the health center is quite good, the officers are quite friendly in serving
patients." The comfort of supporting facilities was also considered adequate, as stated: "The
waiting room provided by the health center is adequate so that people feel comfortable, I myself
feel comfortable."

OndimensionsresponsivenessThe findings indicate that officers were considered quite
prompt in responding to patient needs and complaints. The availability of medical personnel
and staff during the service was deemed adequate, and officers were able to provide easy-to-
understand explanations. This responsiveness was reflected in the speed of response when pa-

tients came for treatment and conveyed complaints. An informant stated: "When I came to the
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community health center for treatment, the response given by the community health center staff
was quite quick, they responded well to every complaint I conveyed."

Ondimensionsassurancelnterview results indicate that officers provide a sense of security
and trust to the community through professionalism, politeness, and the ability to explain ser-
vice procedures clearly. The community feels confident in following the service process be-
cause the explanations provided are easy to understand and in accordance with regulations. The
aspect of patient data security is also a concern in the service. This is reflected in the informant's
statement: "In my opinion, the attitude of the health center officers is quite professional in
serving the community and they are also able to maintain data security so I feel safe."

OndimensionsempathyThe research results show that the community health center staff
are considered to be caring and attentive to patients. Staff are willing to listen to complaints
and strive to provide solutions according to patient needs. Their friendly attitude and personal
approach make patients feel comfortable during the service process. The informant said: "Bumi
Ayu Community Health Center has indeed improved, especially in terms of service. Especially
recently since the use of Mobile JKN, so when we come, we are immediately served well,
quickly, accurately, and quite satisfying for the people who come. I myself am satisfied and
feel comfortable."

Overall, the research results show that the quality of administrative servicessi at the Bumi
Ayu Community Health Center UPT has been running quite well in all dimensions, although
there are still some limitations in terms of physical facilities and public understanding of the
digital service system.

The research findings can be interpreted through the SERVQUAL service quality frame-
work, which emphasizes five main dimensions: tangibles, reliability, responsiveness, assur-
ance, and empathy (Zeithaml, Parasuraman, & Berry, 1990). This framework views service
quality as the result of the match between user expectations and the service performance re-
ceived.

From a physical service perspective, the implementation of a digital registration system
and the availability of key facilities demonstrate efforts to improve the quality of administrative
services. However, the limited availability of inpatient rooms and the continued confusion
among the public about using the online system indicate that improvements in facilities and
technology have not been fully matched by the readiness of supporting facilities and user un-
derstanding. This situation indicates that service modernization needs to be accompanied by

infrastructure strengthening and guidance on system use.
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In terms of reliability and responsiveness, consistent service patterns and rapid staff re-
sponses demonstrate that operational standards have been implemented consistently. Proce-
dural accuracy, staff friendliness, and the ability to provide clear directions are indicators that
administrative services are operating according to user expectations. These elements play a
crucial role in shaping positive perceptions of service quality because they are directly related
to the experience during the service process.

Meanwhile, the assurance and empathy dimensions demonstrate that service interactions
are not solely focused on administrative resolution, but also on ensuring the user's sense of
security and comfort. Staff professionalism, clarity of information, and attention to patient
needs strengthen public trust in the services provided. An empathetic approach is crucial in the
context of healthcare, as users often need reassurance and support.

Conceptually, this shows that the quality of administrative services will be stronger if
improvements to systems, facilities, and officer competencies are balanced with education for

the public as service users.

5. CONCLUSIONS

This study has several limitations that should be considered when interpreting the find-
ings. First, the number of informants in this study was limited, involving only one health center
officer and one service user. Therefore, the perspectives obtained do not fully represent the
overall experience of users and service administrators. Second, data collection relied primarily
on interviews and observations over a limited period of time, thus not capturing the dynamics
of service delivery over a longer period.

Third, the research focused on only one health service unit, namely the Bumi Ayu Com-
munity Health Center (UPT Puskesmas) in Dumai City. Therefore, the results cannot be di-
rectly generalized to all community health centers or other health service facilities. Fourth, the
evaluation of service quality was based primarily on informant perceptions and was not sup-
ported by quantitative measurements of user satisfaction. Therefore, further research is recom-
mended to involve a wider number of informants, a longer observation period, and a combina-

tion of qualitative and quantitative methods to obtain a more comprehensive picture.
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