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[bookmark: _Toc235394854]ABSTRACT

The quality of primary health care determines public trust and satisfaction with the health system (WHO, 2018). As a first-level facility with a high outpatient burden of 8,843 visits in 2025, the Talang Banjar Public Health Center (Puskesmas), Jambi City, still faces patient complaints regarding waiting times, procedural clarity, and communication from health workers, potentially affecting patient satisfaction. This study aimed to determine the relationship between health care service quality and outpatient satisfaction at the Talang Banjar Public Health Center, Jambi City. A quantitative method with an observational analytic cross-sectional design was used. The sample consisted of 100 respondents selected using accidental sampling from a population of 8,843 outpatients in 2025. Data were collected through a Likert-scale questionnaire and analyzed using the Pearson Product Moment Correlation test with SPSS. Results showed all dimensions of service quality had a positive and significant relationship with patient satisfaction: Reliability (r = 0.557), Assurance (r = 0.542), Empathy (r = 0.530), Tangibles (r = 0.497), and Responsiveness (r = 0.440), all p < 0.001. Reliability showed the strongest correlation. Therefore, Ha was accepted, indicating a significant relationship between service quality and outpatient satisfaction. These findings reinforce SERVQUAL theory's validity in Indonesia's primary health care context and recommend comprehensive quality improvements in service consistency, communication, and physical facilities.
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