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ABSTRACT

This study is based on the importance of healthcare service quality as a key factor in maintaining patient trust and loyalty toward health facilities, especially at UPTD Puskesmas Talang Banjar. As a primary healthcare provider, this Puskesmas faces challenges in meeting community expectations, particularly regarding waiting times and the clarity of information provided to patients. The aim of this study was to analyze the influence of five SERVQUAL dimensions (tangibles, reliability, responsiveness, assurance, and empathy) on outpatient revisit intention at UPTD Puskesmas Talang Banjar. The research method employed a quantitative approach with a cross-sectional design. The population consisted of 1,754 patients, and a sample of 100 outpatients aged 17–34 years was selected using the Slovin formula. Data were collected through questionnaires and analyzed using K-Means clustering and hypothesis testing. The results showed that four dimensions of service quality—tangibles, responsiveness, assurance, and empathy—significantly influenced revisit intention (Ha accepted), while the reliability dimension did not have a significant effect (H0 accepted). The highest score was found in tangibles (87.48%), and the lowest in reliability (84.78%). The discussion highlights that positive patient perceptions promote loyalty, but gaps remain in service speed and information delivery. The conclusion is that patient perceptions of service quality play a crucial role in shaping revisit intentions, making continuous quality improvement essential. Recommendations for the Puskesmas include improving clarity of information at registration, reducing waiting times, and providing communication and empathy training for healthcare staff to deliver more patient-centered services.
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