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ABSTRAK

Penerapan pendekatan jaminan mutu layanan kesehatan, kepuasan
pasien menjadi bagian yang integral dan menyeluruh dari kegiatan jaminan mutu
layanan kesehatan. Kepuasan konsumen adalah suatu tingkat perasaan
konsumen yang timbul sebagai akibat dari kinerja layanan kesehatan yang
diperolehnya setelah pasien membandingkannya dengan apa yang
diharapkannya. Tujuan penelitian ini adalah untuk mengetahui tingkat kepuasan
konsumen terhadap pelayanan kefarmasian di Apotek Kimia Farma SM. Raja
Medan.

Jenis penelitian ini survey deskriptif, metode pengumpulan data yang
dilakukan adalah survey dengan memberikan kuesinor kepada responden.
Populasi pada penelitian ini adalah seluruh konsumen yang datang ke Apotek
Kimia Farma SM. Raja Medan pada waktu peneliti melakukan penelitian dengan
sampel yang diinginkan sebanyak 70 responden.

Hasil penelitian dari 70 responden berdasarkan dimensi Pelayanan
Kefarmasian di Apotek Kimia Farma SM. Raja Medan Dimensi bukti fisik
(Fasilitas Apotek) Puas (84,5%), Dimensi kehandalan (Pelayanan petugas
Apotek) Puas (78,9%), Dimensi daya tangkap (Pengetahuan petugas Apotek)
Puas (86,2%), Dimensi empati (Sikap petugas) Puas (86,8%), Dimensi jaminan
(Kemampuan petugas Apotek) Puas (80,6%).

Maka hasil penelitian secara keseluruhan terhadap tingkat kepuasan
konsumen terhadap pelayanan kefarmasian di Apotek Kimia Farma SM. Raja
Medan diperoleh interpretasi Puas dengan persentase (83,4%).

Kata Kunci : Pelayanan Kefarmasian, Kepuasan Konsumen, Apotek Kimia Farma
Daftar Bacaan : 21 (2009 — 2020)
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ABSTRACT

The application of the quality assurance approach to a health service
makes patient satisfaction an integral and comprehensive part of a quality health
service activity. Consumer satisfaction is a consumer's assessment of the
performance of health services he receives after he compares it with what he had
expected before.

This study aims to determine the level of consumer satisfaction with
pharmaceutical services of Kima Farma Dispensary, SM Raja Medan.

This research is a descriptive survey study. Data collection was
conducted through a survey of respondents conducted by distributing
questionnaires to them. The population in this study were all consumers who
visited Kima Farma Dispensary, SM Raja Medan at the time of the study was
carried out while 70 customers were used as the research sample.

Through the research on 70 respondents obtained the following data
about consumer satisfaction with pharmaceutical services of Kima Farma
Dispensary, SM Raja Medan: tangible dimension (facility pharmacy) 84.5% of
consumers are satisfied, reliabilty dimension (service of pharmacy officers)
78.9% of consumers are satisfied, responsiveness dimension (knowledge of
pharmacy officers) 86.2% of consumers are satisfied, empathy dimension (officer
attitude) 86.8% of consumers were satisfied, the assurance dimension (the ability
of pharmacy officers) 80.6%) consumers were satisfied.

This study concludes that overall the level of customer satisfaction with
pharmacy services of Kima Farma Dispensary, SM Raja Medan is 83.4%
satisfied.

Keywords: Pharmaceutical Services, Consumer Satisfaction, Kimia Farma
Dispensary
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