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ABSTRACT 

 
Background: The quality of the employees’ workplace environment impacts on 
their motivation level and hence performance. When employees have the desire, 
physically and emotionally to work, then their performance shall be increased. 
Work performance in turn affects the quality of health service. This study aimed to 
determine factors associated with quality of health service at Puskesmas 
(community health center) taking account of the contextual effect of Puskesmas as 
the workplace. 
Subjects and Method: This was a cross sectional study conducted at Puskesmas 
Surakarta and Karanganyar, Central Java, from June to July 2018. A total of 25 
Puskesmas was selected for this study. A sample of 225 patients was selected for 
this study. The dependent variable was quality of health service. The independent 
variables were patient income, health insurance status, educational status, work 
motivation of the doctor, work satisfaction of the doctor, experience of the doctor, 
and accreditation of Puskesmas. The data were collected by questionnaire and 
analyzed by a multilevel logistic regression. 
Results: The quality of health service in Puskesmas increased with patient income 
(b= 0.39; 95% CI= 0.19 to 0.59; p<0.001), health insurance status (b= 0.39; 95% 
CI= 0.22 to 0.64; p<0.001), educational status (b= 0.26; 95% CI= 0.15 to 0.36; 
p<0.001), work satisfaction of the doctor (b= 0.08; 95% CI= 0.04 to 0.12; 
p<0.001), and accreditation of Puskesmas (b= 1.90; 95% CI= 1.60 to 2.20; 
p<0.001). The effects of doctor’s motivation and experiences were not statistically 
significant. Puskesmas had a substantial contextual effect on the quality of health 
service with intra-class correlation (ICC) = 34.31%. 
Conclusion: The quality of health service in Puskesmas increases with patient 
income, health insurance status, educational status, work satisfaction of the doctor, 
and accreditation of Puskesmas.  
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