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ABSTRACT

Health has an important role in improving the quality of human resources and is the main
component for measuring the human development index besides income and education. This
study explicitly analyzes community satisfaction with public services at the Kendari City
regional general hospital. The determination of research respondents was determined by
purposive sampling with the accidental sampling technique or by waiting for respondents in
the hospital service room. The results of the interviews were tabulated and analyzed using the
Government Guidelines of the Republic of Indonesia Number 14 of 2017 concerning public
services. The results of the study found that public services at the Kendari City general
hospital were in the unfavorable category. From this study, it can be concluded that to
improve human resources in the health sector, the government of Southeast Sulawesi and the
city of Kendari must always evaluate the performance of public services in each unit of the
general hospital to ensure patient satisfaction.
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INTRODUCTION

Service is the process of assisting others in a certain way so that an individual
relationship is built between the servant and the recipient of the service. Public services aim
to give satisfaction to customers regardless of their social status. Human life continues to
experience increasingly complicated, hard, and stringent problems, including in the field of
health services.

Quality public health services must be fair and equitable by health development
policies and strategies. The World Health Organization (WHQ) notes that out of 7.9 billion
people on earth in 2021, around 62.52 million people will die every day. The highest death
rate was recorded in Bulgaria (2.23%), Vatican (2.19%), Monaco (2.13%), Latvia (1.92%),
Serbia (1.89%), Lithuania (1.83%), and Indonesia (1.01%).

Indonesia, with a mortality rate of 1.01%, is caused by various problems, one of which
is the poor level of service. The poor public service in Indonesia is no longer a secret and
seems to complicate service. Such mindsets and attitudes are certainly not in line with the

current reform era, namely, improving conditions, including public services.
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Public services in the health sector are not only administrative matters but also costs

(Kelly & Kuhn, 2022), does not limit the needs of the patient (Sutherland et al., 2016),
expand community access to services (Kuhn & Prettner, 2016), and objectively compile the
problems faced by the community (Hosseini et al., 2022). Indonesian public health problems
can be effectively managed if the government can improve services.

Public services in the health sector are divided into three parts, namely administrative,
goods, and services with the mission of improving public health status (Girma et al., 2021;
Bulhdes et al., 2022; Abate et al., 2022; Johnson et al., 2022; Anderson et al., 2022).
Therefore, the government is obliged to provide services according to the needs of the
community so that there is a shift in the paradigm of public service from the traditional public
administration model to a new public management model (Irani et al., 2023).

Southeast Sulawesi is the 29th province in Indonesia with a total of 33 regional general
hospitals spread across 17 provinces and cities, with the highest number in Kendari City,
totaling 4 units with the mission of being a leading hospital in education, research, and health
services to the community. The trust given by the community to the local government for the
general hospital is an honor as well as a mandate that it must always provide health services
to patients.

The number of disease cases handled by Kendari City General Hospital is generally
divided into ten sections, including Gastritis (6.612 cases), Influenza (6.404 cases),
Hypertension (4.239 cases), Dermatitis (2.600 cases), Vulnus (2.510 cases), Acute
Pharyngitis (2.043 cases), Diabetes Mellitus (2.030 cases), Tension Headache (997 cases),
Pulp and Peripheral Tissue Disease (640 cases), and Rheumatoid Arthritis (594 cases) for a
total of 28.669 disease cases (Kendari City Statistics Agency, 2022).

Cases of disease management based on data from the Kendari City statistical agency in
2022 were mostly at the Bahteramas general hospital, Abunawas general hospital,
Bhayangkara general hospital, and Santa Anna general hospital. The Kendari City regional
general hospital, which has 4 units, and the high rate of disease management which continues
to increase, has not been studied explicitly, especially regarding public sector services.

Improving the quality of good public services does not only come from the point of
view of the regional general hospital; it must also come from the patient's point of view to
know the patient's wants and needs. This study is expected to be a guideline for the Kendari
City and Southeast Sulawesi governments in improving the quality of public services at each

regional general hospital unit.
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METHOD

The research was carried out at four regional general hospitals in Bahteramas,
Abunawas, Bhayangkara, and Santa Anna, Kendari City, Southeast Sulawesi Province in
2022. The location of the study was determined by purposive sampling for the following
reasons: (1) four general hospitals in Kendari City are places for treating diseases the largest
in Southeast Sulawesi; (2) high handling of patients with disease; (3) Kendari City is the
capital of Southeast Sulawesi Province; and (4) the number of diseases handled reached
28.669 cases.

The determination of respondents is done by accidental sampling or by waiting for the
patient or the patient's family, who will carry out administrative arrangements, use of goods,
and requests for care services. Research respondents were asked questions about the elements
of public service referring to the Regulation of the Minister of the Republic of Indonesia No.
14 of 2017 concerning nine elements of public service with the help of a questionnaire and
Microsoft Excel 2019 as data entry for the study. The elements in this study have the same
considerations, namely as follows:

Total Weight 1

Weight Value= Total Elements N X =n

If there are nine (9) elements studied, then the weighted average value is 0.11. Facilitate

interpretation of the assessment using a number between 25-100, and then the results of the
assessment are conserved with a base value of 25. Perceived value, conversion interval,
service quality, and service performance are presented in Table 1.

Table 1. Interval Value, Conversion Interval, Service Quality, and Service Performance

Perceived Mark Conversion Service Performance
Value intervals Interval Value Quality Service
1 1,00-2,596 25,00- 64,99 D Bad
2 2,60-3,064 65,00-76,60 C Not good
3 3,064-3,532 76,61-88,30 B Good
4 3,532-4,00 88,31-100 A Very good

Furthermore, to find out the value of the service survey unit is calculated using the
method:
(1x0,11)+(2x0,11)+(3x0,11)+(4x0,11)+(5x0,11)+(6x0,11)+(7x0,11)+(8x0,11)+ (9x0,11)=X.

RESULTS AND DISCUSSION

Characteristics of Respondents
Public services at the Kendari City public hospital are inseparable from the
characteristics of the respondents. This study comprehensively reviews the characteristics of

respondents based on age, gender, level of education, and occupation. Bruckmeier et al.,
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(2015) revealed that the majority of interviewers agreed that the characteristics of the

respondents consisted of age, gender, work experience, and level of education, Nedelec,
(2017) also reported that the survey method used for social research should be as designed as
possible because it will affect the quality of the data.

The results of the study found that respondents with an age range of 18-30 years
(Figure 1) had a higher percentage than those with an age range of 31-40 years. The high
percentage in the age range of 18-30 years is caused by the majority suffering from fever and
shortness of breath. These findings may illustrate that the majority of Kendari City residents
who are treated at the Kendari City regional general hospital, aged 18-30 years, are
susceptible to fever. It is possible that this was caused by the influence of erratic weather,
irregular eating patterns, and an unhealthy lifestyle.

According to the results of discussions with the regional general hospital of Kendari
City, the majority of people who suffer from shortness of breath are caused by the poor air
quality in Kendari City, which has begun to deteriorate along with mining activities, which
quite massive in almost all lines of mining materials such as nickel and gold. However, this
research specifically examines the public services provided by the Kendari City regional

general hospital.

Age
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20 08
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Figure 1. Age of Respondents
The next finding is that the majority of respondents with an age range of 41-50 years
suffer from gastroenteritis or inflammation of the stomach caused by irregular eating patterns
and that among respondents with an age range of 50-60 years, the majority suffer from
dermatitis, which is an itchy disease caused by deteriorating air and water quality. Diabetes
mellitus is a disease suffered by most respondents aged 60 and over and caused by a

metabolic disorder characterized by high blood sugar levels.

4002

Eur. Chem. Bull. 2023,12(10), 3999-4011



Regional General Hospital Public Service
(Case study: Kendari City, Southeast Sulawesi, Indonesia)
Section A-Research paper

Gender
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Figure 2. Gender of Respondents
The high level of disease handling at the Kendari City regional general hospital is
dominated by women. This is evident from the percentage value (Figure 2), which reached
52.50%, while for men it reached 47.50%. These findings illustrate that the health level of
women in Kendari City is susceptible to disease, possibly due to the high level of unhealthy
food consumption. This was confirmed by the Kendari City regional general hospital that the
women who entered received treatment mostly for gastroenteritis and diabetes mellitus.

Education

250
200
150
86
100
50 25 . ' 92
O . . . . .
Primary Junior High Senior High ~ Bachelor (S1)
School School School
B Amount 102 82 210 86
m% 21.25 17.08 43.75 17.92

EAmount ™%

Figure 3. Respondents Education Level
The education level (Figure 3) of respondents was dominated by high school graduates
which reached 43.75%. Astriyani et al., (2021) education level has relevance to work, as well

as attitudes, skills, and job performance (Maringan et al., 2016).
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Figure 4. Respondent's Occupation

The results of the survey showed that the majority of patients at the Kendari City
regional general hospital had jobs as farmers, reaching 45.21%. The results of these findings
indicate that most of the patients at the Kendari City general hospital work as farmers. The
high percentage is because patients not only come from Kendari City but also come from
outside Kendari City, such as from Konawe Regency, South Konawe Regency, Konawe
Kepulaan Regency, and North Konawe Regency, which are all directly adjacent to Kendari
City.

Kendari City General Hospital Public Service

Government and public services, along with the times, continue to experience
modernization in various aspects, be it the administration system, costs, or services. Albury,
(2005) public services require innovation as a form of public service, avoiding obstacles in
the process of implementing innovation (Cinar et al., 2018), and collaborating from various
sectors without neglecting the public interest (Chen et al., 2019).

The public's interest in public services at the Bahteramas general hospital illustrates that
service innovation for patients is in the unfavorable category. The results of these findings
can be used as a basis for consideration by the Kendari City government in making policies to
improve public sector services. Service innovation and mechanisms should be a basic

consideration, but the findings at the time of the research did not match reality.
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Table 2. Bahteramas Regional General Hospital

Service Service Service Element
No Element .
Elements Value Conversion
Value
1  Condition 2.955 73.884
2  Mechanisms and Procedures 2.982 74.554
3 Service Time 2.509 62.723
4  Cost 3.304 82.589
5  Service Products 3.089 77.232
6  Executor Competency 3.018 75.446
7  Executing Behavior 3.348 83.705
8  Facilities and infrastructure 2.723 68.080
9 Handling Complaints, Suggestions, and 3.464 86.607
Feedback
Total Weighted Service Average 3.041
Service Satisfaction Survey (%) 76.015
Community Satisfaction Quality C
Performance Not Good

Source: Data Analysis Results, 2022

The findings from the average value of weighted services (Table 2) Bahteramas
regional general hospital scored 3.041 with a service satisfaction value of 76.015%, or is
included in the quality index category C. Service policies in the government's public sector
should play an important role in providing solutions to every problem that occurs. Cutler,
(2002) explained that for public services in the health sector, government policies influence
the behavior of service providers.

The elements of service that are used as an assessment of respondents are four elements
for patients who meet satisfactory criteria such as affordable costs, type of service,
competency of the implementer, and behavior of the implementer. The high value of the cost-
service element reached 3.304 points because most of the respondents used the social security
administration card, as well as because of the attitude and behavior of some service providers
towards some patients who were very friendly.

The findings in Table 3 are different from what happened at the Abunawas regional
general hospital in that the value of the service element in the cost sector scored 2.883 points
because most of the patients who came for treatment and used the service did not have a

social security administration card as well as convoluted service mechanisms and procedures.
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Table 3. Abunawas Regional Public Hospital

Service Service Service Element
No Element )
Elements Value Conversion
Value
1 Condition 3.075 76.875
2  Mechanisms and Procedures 2.992 74.792
3  Service Time 3.117 77.917
4 Cost 2.883 72.083
5 Service Products 3.017 75.417
6 Executor Competency 2.608 65.208
7  Executing Behavior 2.700 67.500
8 Facilities and infrastructure 3.333 83.333
9 Handling Complaints, Suggestions, 3.008 75.208
and Feedback
Total Weighted Service Average 2.970
Service Satisfaction Survey (%) 74.259
Community Satisfaction Quality C
Performance Not Good

Source: Data Analysis Results, 2022

The results of the conversion value of the balanced service element at the Abunawas
regional general hospital averaged 2.970 points with a percentage value of 74.259% and were
entered at an unfavorable value. The low value of service elements is caused by mechanisms
and procedures, costs, executor competence, and executor behavior. Camilleri &
O’Callaghan, (1998) Private hospitals have better facilities and services. This research
illustrates that public services in the private sector are still better than those owned by the
government. Minvielle et al., (2008) give the view that a good hospital must prioritize the
human dimension, organizational climate, and professional interests in public service.

Public services in the health sector should be very important, especially in Indonesia,
which is included as a developing country, but on the other hand, some problems can hinder
services, such as facilities, nursing staff, and the competence of implementers. Jabnoun &
Chaker, (2003) revealed that most people choose to seek treatment at private hospitals
because they expect a better quality of service, as well as the results of research by Rose et
al., (2004) that public service providers in the health sector should better understand the aims
and objectives of customers.

Public services at the Bhayangkara regional general hospital are not much different
from the conditions at the Bahteramas and Abunawas general hospitals. The low value of
community satisfaction is caused by mechanisms and procedures, costs, executor

competence, and executor behavior. Mechanisms and service procedures that take up a lot of
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time make the community, patients, and patient's families feel bored, as well as the costs,

which for some respondents are quite high so families or patients have to pay high costs.

Table 4. Bhayangkara Regional General Hospital

Service Service Service Element
No Element .
Elements Value Conversion
Value
1 Condition 3.275 81.875
2  Mechanisms and Procedures 2.775 69.375
3 Service Time 3.183 79.583
4 Cost 2.592 64.792
5 Service Products 3.125 78.125
6 Executor Competency 2.708 67.708
7  Executing Behavior 2.442 61.042
8 Facilities and infrastructure 3.325 83.125
9 Handling Complaints, Suggestions, and 3.200 80.000
Feedback
Total Weighted Service Average 2.958
Service Satisfaction Survey (%) 73.958
Community Satisfaction Quality C
Performance Not Good

Source: Data Analysis Results, 2022

Good public services must also be supported by the competence of service providers
because in general, public services at general hospitals must be faster, more responsive, and
more time efficient because they involve the needs of many people and must also be
supported by good, polite, and courteous behavior. However, the findings during the
implementation of the study were that most respondents were dissatisfied with the services of
the Bhayangkara regional general hospital, especially for patients using social security
administrative body cards.

Bagh & Serritzlew, (2012) revealed that behavior can affect performance results and
even be seen as detrimental to society, Bagh & Holm, (2012) good performance is of course
supported by the behavior of service providers, Miao et al., (2019) of course, it is deemed
necessary for the party to be able to identify all the problems faced by public service
providers.

The poor public services in the health sector in Indonesia are no longer a secret. There
are many examples of cases involving health services, such as in the Province of Bali on
October 6, 2022, when the Wangaya and Manuaba regional general hospitals refused
patients, causing the patient to die. Examples of cases, as already mentioned, are a reason

why people prefer to seek treatment at private hospitals over government-owned hospitals.
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Cases of poor public services in the health sector in Indonesia have been frequent for a

long time. This illustrates that regional hospitals spread across Indonesia should frequently
evaluate the performance of public services. The findings (Table 5) show that public services
at the Santa Anna regional general hospital are also in the unfavorable category. This is
caused by mechanisms and procedures, service time, cost, service type specifications, and
treatment infrastructure.

Table 5. Santa Anna General Hospital

Service Service Service Element
No Element .
Elements Value Conversion
Value
1 Condition 3.015 75.385
2  Mechanisms and Procedures 2.831 70.769
3 Service Time 2.785 69.615
4 Cost 2.815 70.385
5 Service Products 2.985 74.615
6 Executor Competency 3.046 76.154
7  Executing Behavior 3.138 78.462
8 Facilities and infrastructure 2.938 73.462
9 Handling Complaints, Suggestions, 3.415 85.385
and Feedback
Total Weighted Service Average 2.994
Service Satisfaction Survey (%) 74.840
Community Satisfaction Quality C
Performance Not Good

Source: Data Analysis Results, 2022

The low service mechanisms, procedures, and service times at the Santa Anna regional
general hospital are a problem that is often encountered by various government agencies, not
only in Kendari City but almost throughout Indonesia. This gives the meaning that public
services in Indonesia are not as good as those in developed countries. Good public service
innovation should be able to provide satisfaction in all aspects of people's lives.

People's lives are full of activities that, of course, cannot be separated from health
factors, so efforts to fulfill health are very important. Kirby, (2023) health services for the
community must be by the needs of the community. This is confirmed by the results of the
study by Ma & Zhu, (2012) that public health is the key to a country's reform, Hasniati et al.,
(2020) although there are still many patients or people who need wisdom treatment, Farmer
et al., (2012) because public health is key in supporting a social order that is free from

disease.
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CONCLUSION

The results of the study found that the public services of the Kendari City regional
general hospitals, such as the Bahteramas, Abunawas, Bhayangkara, and Santa Anna
hospitals, were in the unfavorable category. The low value of public services at the
Bahteramas regional general hospital is caused by four factors: service, service mechanisms
and procedures, service time, and facilities and infrastructure; at the Abunawas regional
general hospital, it is influenced by service mechanisms and procedures, costs, the
competency of implementers, and the behavior of implementers. Public services that are not
good at the Bhayangkara regional general hospital are caused by mechanisms and procedures,
costs, the competence of implementers, and the behavior of implementers, while at the Santa
Anna regional general hospital, they are influenced by mechanisms and procedures, service
time, costs, specifications for types of services, and facilities and infrastructure. The main
problems faced by the four regional public hospitals in Kendari City are service mechanisms,
procedures, and costs. Thus, to maximize public services at the Kendari City general hospital,

simple service mechanisms, and procedures are needed at a more affordable cost.
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