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ABSTRAK

EVALUASI TINGKAT KEPUASAN PASIEN RAWAT JALAN
TERHADAP PELAYANAN KEFARMASIAN
DI PUSKESMAS KOTA MATSUM

Maria Cesilia , Zulfa Ismaniar fauzi, SE, M.Si.

Politeknik Kesehatan Kementerian Kesehatan Medan
mcesiliaaa@gmail.com

Kepuasan pelayanan kefarmasian menjadi indikator penting dalam menilai
mutu pelayanan kesehatan. Pelayanan kefarmasian merupakan interaksi langsung
antara tenaga farmasi dan pasien dalam penyediaan pelayanan dan informasi obat,
Penelitian ini bertujuan untuk mengevaluasi tingkat kepuasan pasien rawat jalan
terhadap pelayanan kefarmasian di Puskesmas Kota Matsum.

Metode penelitian yang digunakan adalah survei, dengan desain penelitian
ini dilakukan desain Deskriptif. pengambilan sampel yang digunakan adalah
Purposive sampling, yaitu teknik pengambilan sampel non-acak (non-probability)
yang dilakukan dengan memilih responden secara sengaja berdasarkan kriteria
atau tujuan tertentu yang sudah ditetapkan peneliti.

Hasil penelitian yaitu bukti fisik sebesar 88,8%, kehandalan sebesar
80,7%, Daya tanggap sebesar 77,9%, Jaminan sebesar 78,9%, Empati sebesar
79,1%, kepuasan rata-rata seluruh dimensi sebesar 81,07%.

Kesimpulan Tingkat Kepuasan Pasien Rawat Jalan Terhadap Pelayanan
Kefarmasian di Puskesmas Kota Matsum secara ke seluruhan sebesar 81,07%
dengan Kategori Puas.

Kata Kunci: Kepuasan Pasien, Pelayanan Kefarmasian, Puskesmas.
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ABSTRACT

THE EVALUATION OF THE LEVEL OF OUTPATIENT SATISFACTION
WITH PHARMACEUTICAL SERVICES AT KOTA MATSUM
PUBLIC HEALTH CENTER

Maria Cesilia, Zulfa Ismaniar Fauzi, SE, M.Si.
Medan Health Polytechnic Of Ministry Of Health
Associate Degree Of Pharmacy
mcesiliaaa@ gmail.com

Satisfaction with pharmaceutical services is an important indicator for
assessing the quality of healthcare. Pharmaceutical services involve a direct
interaction between pharmaceutical personnel and patients in providing medicine
and drug information. This study aims to evaluate the level of outpatient satisfaction
with pharmaceutical services at the Kota Matsum Public Health Center.

The research method used was a survey with a descriptive design. The
sampling technique was purposive sampling, a non-random (non-probability)
method where respondents are intentionally selected based on specific criteria or
objectives set by the researcher.

The results of the study showed that tangibles were 88.8%, reliability was
80.7%, responsiveness was 77.9%, assurance was 78.9%, and empathy was 79.1%.
The average satisfaction across all dimensions was 81.07%.

The conclusion is that the overall level of outpatient satisfaction with
pharmaceutical services at the Kota Matsum Public Health Center is 81.07%, which
falls into the Satisfied category.

Keywords: Patient Satisfaction, Pharmaceutical Services, Public Health Center.
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