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ABSTRAK 

 

Puskesmas, yang merupakan inti dari pelayanan kesehatan masyarakat, 

sering dihadapkan pada tantangan untuk meningkatkan standar 

pelayanannya.Penelitian ini bertujuan untuk meningkatkan kualitas pelayanan 

Puskesmas melalui perancangan ulang proses bisnis dengan menggunakan 

pendekatan Business Process Reengineering (BPR). Puskesmas Puntikayu, yang 

menjadi objek penelitian, sering menghadapi masalah seperti keterbatasan sumber 

daya, kurangnya efisiensi, dan kurangnya koordinasi antarunit. Untuk mengatasi 

masalah ini, penelitian ini memanfaatkan metode pengumpulan data melalui 

wawancara dan observasi untuk memahami proses bisnis yang ada dan 

mengidentifikasi area perbaikan. Proses bisnis yang telah dioptimalkan diharapkan 

dapat meningkatkan efisiensi operasional, kualitas pelayanan, dan kepuasan pasien. 

Hasil penelitian menunjukkan bahwa penerapan Business Process Reengineering 

(BPR) mampu meningkatkan efektivitas dan efisiensi proses bisnis di Puskesmas 

Puntikayu, yang pada akhirnya meningkatkan kualitas layanan kesehatan yang 

diberikan. 

Kata Kunci: Business Process Reengineering, Puskesmas, Kualitas Pelayanan, 

Proses Bisnis, Efisiensi 
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ABSTRACT 

 

Community health centers, known as Puskesmas, which are the core of 

public health services, often face challenges in improving their service standards. 

This study aims to enhance the service quality of Puskesmas by redesigning their 

business processes using the Business Process Reengineering (BPR) approach. 

Puskesmas Puntikayu, the subject of this study, frequently encounters issues such 

as limited resources, inefficiency, and lack of coordination between units. To 

address these problems, this research employs data collection methods through 

interviews and observations to understand the existing business processes and 

identify areas for improvement. The optimized business processes are expected to 

increase operational efficiency, service quality, and patient satisfaction. The 

findings of the study indicate that the implementation of Business Process 

Reengineering (BPR) can improve the effectiveness and efficiency of business 

processes at Puskesmas Puntikayu, ultimately enhancing the quality of healthcare 

services provided. 

Keywords: Business Process Reengineering, Puskesmas, Service Quality, Business 

Process, Efficiency 
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