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Abstract 

 
 

Efforts to reduce mortality and morbidity in pregnant women by improving 

integrated ANC services which are comprehensive and integrated antenatal 

services, including promotive, preventive and curative and rehabilitative efforts. 

Community Health Centre is one of the basic health facilities that are used to 

carry out integrated ANC. Every pregnant woman is required to carry out an 

integrated ANC at the Community Health Centre in the first trimester. The 

purpose of this study was to analyze facilities and waiting times for the 

satisfaction level of pregnant women in ANC services. This research was a 

quantitative research, with a cross sectional approach. The sample of this study 

amounted to 109 samples with purposive sample technique. The instrument 

used a questionnaire. Data analysis was carried out by using two predictors 

regression. The results of F count are obtained that the F table is based ondk 

numerator = 2 and the denominator (109-2-1) = 106 for the error rate of 5% = 

3.09 because F count is greater than F table, the correlation coefficient tested is 

significant. The most dominant factor obtained is the facility. The real 

contribution is 88.7% and the effective contribution is 5.23%, the waiting time 

has a relative contribution of 11.2% and the effective contribution is 0.66%. The 

conclusion is the influence between facilities and waiting time on the level of 

satisfaction of pregnant women in antenatal care services. 
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INTRODUCTION 

 

The degree of maternal health in Indonesia 

is deteriorating when viewed from the Maternal 

Mortality Rate (MMR). The maternal mortality 

rate in the world in 2015 was 216 / 100,000 live 

births (WHO, 2015). The decline in maternal 

mortality in the world is not followed by a 

reduction in maternal mortality in Indonesia. The 

maternal mortality rate in Indonesia increased 

from 228 / 100,000 live births in 2007 to 359 / 

100,000 live births in 2012, then it decreased in 

the following yearof 305 / 100,000 live births 

(Ministry of Health, 2017). 

The efforts to reduce mortality and 

morbidity in pregnant women are through 

improving integrated Antenatal Care (ANC) 

services which are comprehensive and integrated, 

including promotive, preventive, curative and 

rehabilitative efforts which include Maternal and 

Child Health services, nutrition, infectious 

diseases (immunization, HIV / AIDS, malaria, 

STDs), treatment of non-communicable diseases 

and several other local and specific programs 

according to program needs (Ministry of Health, 

2014). 

Community Health Centre is one of the 

basic health facilities that areheld integrated 

ANC. Every pregnant woman is required to carry 

out an integrated ANC at a health center in the 

first trimester. 

Grobogan Regency has an area of 1,975.86 

km2, it is the second largest district in Central 

Java after Cilacap Regency. There are consisted 

of 19 sub-districts, there are 7 hospitals, 30 health 

centers, 69 auxiliary health centers, 22 clinics. 

Two of them are Purwodadi District Health 

Center I and Grobogan District Health Center 

(Profile of District Health Office, Grobogan, 

2016). 

The Phase 1 visits coverage of Grobogan 

Regency in 2016 reached 22,314 pregnant women 

or 96.77% of 23,059 pregnant women. Whereas, 

the phase 4 visits coverage of Grobogan Regency 

in 2016 reached 21,098 pregnant women or 

91.50% of 23,059 pregnant women (Profile of 

District Health Office, Grobogan, 2016). 

Those phenomena has not met the national 

target of 95%, because there are still many 

pregnant women who have made the first visit of 

antenatal care not continuing until the fourth visit 

in the third quarter of pregnancy, so their 

pregnancy is not under control by health workers. 

This is one of the causes of maternal and infant 

mortality in Grobogan District, which is still quite 

high in Central Java Province, namely 18 deaths 

of pregnant women (Kab. Kab. Grobogan, 2017). 

The preliminary study held by conducting 

interviewing of pregnant women who performed 

antenatal care examinations at Purwodadi Health 

Center I and Grobogan Health Center. The results 

of interviews with 20 pregnant women about 

satisfaction were obtained 13 pregnant women 

were not satisfied with the antenatal care service, 

the facilities were adequate but the waiting room 

was too small and the seats were insufficient for 

the patients who came, the service quality of staff 

was not friendly and information was not clear, so 

that patients are less satisfied with the service. The 

waiting time was in a long time in registration 

counter, and the examination take 60 minutes 

while taking medicine from the pharmacy takes 

more than 60 minutes 

The purpose of this study was to analyze 

the effect of facilities and waiting time on the level 

of satisfaction of pregnant women in conducting 

antenatal care at Purwodadi Health Center 1and 

Grobogan Health Center. 

 

METHOD 

The study was conducted using cross 

sectional approach. The population of pregnant 

women who performed antenatal care 

examinations at Purwodadi Health Center I and 

Grobogan Health Center numbered 149 pregnant 

women in Purwodadi  Health Center 1 and 102 

pregnant women at Grobogan Health Center. The 

sample in this study was obtained by calculating 

using the Slovin formula, namely 109 samples 

used random sampling techniques. 

The independent variables in this study 

included facilities, waiting times. Whereas for the 

dependent variable is the satisfaction of pregnant 

women in ANC services. The instrument in this 

study used a questionnaire sheet. In this study two 

regression predictors were carried out. 
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RESULTS AND DISCUSSION 

 

This research was conducted in Purwodadi  

Public Health Center 1 and Grobogan Health 

Center, in July-August 2018 with the aim of 

finding out the most influential factors among 

other factors with satisfaction of pregnant women 

in ANC services through questionnaire sheets 

 

Table 1. Characteristics of Respondent 

Characteristices Frequency Presentage 

(%) 

Age (y.o.) 

20-25 

26-30 

31-35 

Education 

High School 

University/College 

Occupation 

Housewife 

Labor 

Civil Servant 

Private  

Entepreneur  

Pregnancy Phase 

I 

II 

III 

Distance 

Less than 5 km 

More than 5 km 

 

11 

88 

10 

 

84 

25 

 

54 

11 

6 

24 

14 

 

83 

20 

6 

 

60 

49 

 

10,1 

80,7 

9,2 

 

77,1 

22,9 

 

49,5 

10,1 

5,5 

22,0 

12,8 

 

76,1 

18,3 

5,5 

 

55,0 

45,0 

Total 109 100 

 

Respondents Characteristic. 

Based on the results of the study, it was 

found that the majority of respondents aged 26-30 

years were 88 respondents and the minimum age 

of respondents was 31-35 years old, 10 

respondents. This is in accordance with the theory 

of the Ministry of Health (2015) that the ideal age 

for pregnant women is the age of 21-35 years 

because it is the ideal age for pregnancy and 

childbirth and reduces the risk of health problems 

for both the mother and fetus so that antenatal 

care checks are required to detect pregnancy since 

first trimester. Respondents mostly have first 

pregnant; this is in accordance with the results of 

a study from Solang et al (2012) that pregnant 

women who visit the Puskesmas for prenatal care 

are mostly done in the first pregnancy. 

 

Table 2. Effect of Waiting Time, and Quality of 

Service on Satisfaction of Pregnant Women in 

ANC Services at Purwodadi Health Center 1 and 

Grobogan Health Center 

Variable  Total 

of 

waiting 

time 

Total of 

facilities 

 

Satisfaction 

Level 

Total of  

facilities 

Pearson 

Correlation 
.598** 1 .197** 

Sig. (2-

tailed) 

 
.000 .000 

N 109 109 109 

Total of 

waiting 

time 

Pearson 

Correlation 
.598** 1 .297** 

Sig. (2-

tailed) 
.000 

 
.020 

N 109 109 109 

Satisfaction 

Level 

Pearson 

Correlation 
.297** .197** 1 

Sig. (2-

tailed) 
001 .020 

 

N 109 109 109 

 

The Effect of Facilities on satisfaction of 

pregnant women in ANC services at Purwodadi 

I Health Center and Grobogan Health Center 

Based on the results of the study, it was 

found that there were 50 respondents (45.9%) in 

Purwodadi Public Health Center I and Grobogan 

Public Health Center category. 

Facilities become one of the patient's 

considerations in making choices. The better the 

facilities provided, the patients will be more 

satisfied and will continue to choose health 

facilities as a priority choice based on perceptions 

obtained from existing facilities. Based on Mote's 

research (2008) the availability of facilities and 

infrastructure greatly influenced the level of 

satisfaction with service. The lack of facilities 

available at the service location also affects the 

motivation of pregnant women to come and visit 

in order to check up their pregnancy. 

The lack of seating in the waiting room so 

that the frequency of respondents is less in 
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revisiting and influencing the level of satisfaction 

of pregnant women. 

Based on the table above, it was found that 

there was a positive correlation of 0.197 between 

facilities and satisfaction of pregnant women in 

ANC services. This means that the better the 

facilities available, the higher the level of 

satisfaction of pregnant women. So that it can be 

concluded that there is a positive relationship and 

the value of efficient correlation between facilities 

and satisfaction of pregnant women in ANC 

services with the results of r count greater than r 

table. 

This can be seen from the relative 

contribution of 88.7% and the effective 

contribution of 5.23%. The results of the research 

that has been carried out still have some 

respondents who complain about the patient's 

waiting room and the availability of waiting seats, 

because Purwodadi District HealthCentre I and 

Grobogan Health Center does not have waiting 

room facilities for patients. Besides that the 

cleanliness of each examination room is still 

considered to be lacking by respondents and the 

toilets smell. 

According to Sareong's research (2013) 

which states that there is dissatisfaction that arises 

in patients in the Rantepao Health Center caused 

by physical facilities, namely waiting time, 

waiting room cleanliness, lack of available seats in 

the waiting room. It means that lack of facilities 

and comfort can affect patient satisfaction. 

According to Mardiyani (2015), adequate 

equipment will make visitors feel satisfied because 

visitors feel the availability of the desired needs is 

available. According to Sondari et al (2017), 

saying that facilities must be improved because 

good facilities cause patients' expectations of 

service to be high. This is related to Leonard L 

Berry's statement, where services are actions, 

appearances or services that are consumed but not 

owned. although the appearance of services is 

represented by a certain form, but the essence 

purchased is appearance. 

The Mernawati et al (2016) study states 

that facilities are related to patient satisfaction, 

where they assume that the examination and 

waiting room are clean, neat and comfortable, 

have sufficient medical equipment, the 

appearance of doctors and nurses are positively 

related to the level of satisfaction of outpatients at 

Lamper Tengah Health Center.  

Based on the results above it can be 

concluded that the better the facilities available, 

the higher the level of satisfaction of pregnant 

women in antenatal care services. 

 

The Correlation between waiting time and 

satisfaction of pregnant women in ANC services 

at Purwodadi Health Center I and Grobogan 

Health Center 

Based on the results of the study it can be 

seen that most pregnant women who stated that 

the waiting time in the medium category were 52 

respondents (47.7%). 

Based on the results of the research, 

patients still complained about the delay in the 

service schedule at the Purwodadi Health Center I 

and Grobogan Health Center registration 

counters which could cause the patient queue to 

pile up and require a long time for patients to 

wait. so they did the distribution of medical 

record files to the initial examination room 

(minimum 3-5 files) and the absence of a fixed 

procedure / Standard Operating Procedure. 

Especially in terms of setting standards when 

patients wait to get service. 

Similar research comes from Baotran et al. 

(2012) that has a significant relationship between 

waiting time and antenatal satisfaction. In line 

with Laeiliyah N (2016) there is a relationship 

between waiting time and patient satisfaction. 

The mean waiting time for outpatient service at 

Indramayu District Hospital was 70.18 minutes 

and most of the categories were long time (> 60 

minutes). 

Based on the table above, there is a positive 

correlation of 0.297 between waiting time and 

satisfaction of pregnant women in antenatal care 

services. This means that the less waiting time 

needed to get service, the greater the satisfaction 

of pregnant women in doing antenatal care. The 

waiting time needed was starting from registering, 

making and searching medical records, 

distributing medical records to poly services, 

checking antenatal care and taking drugs. The 

results of the questionnaire analysis can be seen 

from the relative contribution of 11.2% and the 
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effective contribution of 0.6% while the waiting 

time needed is still quite long. 

Based on the results of the questionnaire, 

the waiting time that has the most influence on 

the satisfaction of pregnant women is the waiting 

time needed for registration and the waiting time 

used for taking drugs. According to Febriyanti 

(2013), factors that influence waiting time are 

incomplete patient requirements, old patients 

claiming to be new patients, the error of system of 

management information and devices, new 

patients do not fill in the registration form. 

According to Bielen et al (2007) waiting 

time is not only a determinant of service 

satisfaction, but also moderates the relationship of 

satisfaction and loyalty. Moreover, the 

determinants of satisfaction of customer waiting 

time include perceived waiting time, with 

information provided if there is a delay, and the 

comfort of the environment while waiting. 

Research by Camacho et al (2006) says that 

reducing waiting time can lead to increased 

patient satisfaction and greater willingness to 

return to examinations. 

Based on the results of the description 

above it can be concluded that the faster the 

waiting time, the higher the level of satisfaction of 

pregnant women in performing antenatal care. 

 

The Effect of facilities and waiting times 

towards the level of satisfaction of pregnant 

women in antenatal care services. 

The results of F count are obtained that the 

F table is based on the numerator dk = 2 and the 

denominator (109-2-1) = 106 for the error rate of 

5% = 3.09 because F count is greater than F table, 

the correlation coefficient tested is significant. 

Based on the calculated results of effective 

donations and relative contributions obtained 

facilities and waiting times have positive support 

for the level of satisfaction of pregnant women in 

antenatal care services. 

According to the research of Listiyana et al 

(2017), it was found that satisfaction levels were 

influenced by facilities, and waiting times. So it 

can be assumed that both of these factors can 

increase satisfaction. 

The results of the study found that the two 

variables tested in this study were the most 

dominant facilities. This can be seen from the 

relative contribution of 88.7% and the effective 

contribution of 5.23% greater than the waiting 

time variable. Facilities are facilities and 

infrastructure that support health services as much 

as possible in an effort to increase patient 

satisfaction with the health services provided 

(Kotler, 2008). The most influential facility in this 

study was the completeness of the antenatal care 

examination equipment in accordance with 

Rahman et al. (2016) pregnant women were quite 

satisfied with the ANC services provided by 

health workers in ancillary services in Siwak, 

Malaysia. While the results of the research 

variables that have the least effect are the waiting 

time. Obtained relative contribution data is 11.2% 

and effective contribution is 0.66%. One similar 

study states that patient satisfaction is influenced 

by the actual waiting time of patients, and the 

speed of service received by patients (P <0.05) the 

main factor that extends service waiting time and 

decreases patient satisfaction, is a relatively long 

waiting time ( Torry et al., 2016). 

This is different from previous studies by 

Zarei et al (2015) found a strong relationship 

between service quality and patient satisfaction. 

About 45% of the variance in overall satisfaction 

is explained by the four dimensions of perceived 

service quality. Service costs, process quality and 

interaction quality have the greatest effect on 

overall patient satisfaction. 

 

CONCLUSION 

 

There is a positive influence between 

facilities and waiting time on satisfaction of 

pregnant women in antenatal care services. 

 

SUGGESTION 

Further study needs to be done by 

conducting research using variables that have not 

been revealed and use other methods. 
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