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ABSTRAK 
 

Kepuasan pasien merupakan indikator utama keberhasilan pemberian 
pelayanan kesehatan. Pasien akan merasa puas apabila kinerja layanan 
kesehatan yang diperoleh sama atau melebihi harapan.Tujuan dilakukan 
penelitian ini adalah untuk meningkatkan Kepuasan Pasien Rawat Jalan 
terhadap Pelayanan Kefarmasian di Puskesmas Desa Lingga Tiga, Kecamatan 
Bilah Hulu, Kabupaten Labuhanbatu. 

Penelitian ini menggunakan metode deskriptif. Populasi pada penelitian ini 
seluruh pasien yang mengambil obat di Puskesmas desa lingga tiga. Sampel 
penelitian yang diambil secara quota sampling yaitu sebanyak 30 orang.  

Hasil penelitian tentang tingkat kepuasan pasien di puskesmas desa lingga 
tiga menunjukkan bahwa kategori tingkat kepuasan terbesar yaitu dimensi 
kehandalan sebanyak 78,2%, dimensi jaminan sebanyak 77,2%, dimensi daya 
tanggap 76,2%, dimensi bukti fisik  75%, dan terakhir yaitu dimensi empati 
sebanyak 74%.  

Kesimpulan dari penelitian ini adalah tingkat kepuasan pasien berada 
dalam kategori puas, tingkat kepuasan dalam dimensi daya tanggap kategori 
puas, tingkat kepuasan dalam dimensi daya kehandalan kategori puas, tingkat 
kepuasan dalam dimensi jaminan kategori puas, tingkat kepuasan dalam dimensi 
empati kategori cukup puas puas, tingkat kepuasan dalam dimensi bukti fisik 
kategori cukup puas. 

Kata kunci : Kepuasan, Pelayanan Kefarmasian, Puskesmas  
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ABSTRACT 

The level of patients’ satisfaction is a main indicator that can be used to assess 
the success of a health service. Patients will feel satisfied if the performance of 
the health services they get is the same or even exceeds their expectations. This 
study aims to see the level of satisfaction of outpatients with pharmaceutical 
services at the Lingga Tiga Village Health Center, Bilah Hulu District, 
Labuhanbatu Regency. 

This study is a descriptive study, meanwhile 30 patients were taken as research 
samples through quota sampling technique from the study population, all patients 
who redeemed drugs at the Lingga Tiga Village Health Center 

Through the results of the study, it is known that the level of patient satisfaction 
with several service dimensions at the Lingga Tiga Village Health Center is as 
follows: the reliability dimension reaches 78.2%, the assurance dimension 
reaches 77.2%, the responsiveness dimension reaches 76.2%, the tangible 
dimension reaches 75 %, and the empathy dimension reached 74%. 

This study concluded that the level of patient satisfaction reached the satisfied 
category: the responsiveness dimension reached the satisfied category, the 
reliability dimension reached the satisfied category, the assurance dimension 
reached the satisfied category, the empathy dimension reached the moderately 
satisfied category, and the physical evidence dimension reached the moderately 
satisfied category. 

Keywords: Satisfaction, Pharmaceutical Services, Health Center 
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