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Rofita Bagariang 

Gambaran Tingkat Kepuasan PasienTerhadap Pelayanan Resep Di 

Apotik Indah Farma 

x + 43 Halaman, 6 Tabel, 1 Gambar, 3 Lampiran 

 

ABSTRAK 

Kepuasan adalah perasaan senang atau kecewa seseorang yang 

muncul setelah membandingkan antara persepsi atau kesan terhadap 

kinerja atau hasil produk dan harapan-harapannya. Penelitian ini bertujuan 

untuk mengetahui tingkat kepuasan pasien terhadap pelayanan resep di 

Apotik Indah Farma. 

Penelitian ini menggunakan metode survei deskriptif. Populasi dalam 

penelitian  ini  adalah  seluruh pasien Apotik Indah Farma. Teknik 

pengambilan sampel pada penelitian ini adalah Quota Sampling. 

Hasil penelitian menunjukkan bahwa tingkat kepuasan pasien 

terhadap pelayanan kefarmasian di Apotik Indah Farma pada dimensi 

kehandalan adalah sangat puas (79,2%), dimensi daya tanggap adalah 

sangat puas (79,3%), dimensi emphati adalah sangat puas (82,8%) dan 

pada dimensi bukti fisik adalah sangat puas (86,8%). Kemudian 

disarankan kepada petugas farmasi untuk meningkatkan dan 

mempertahankan kepuasan pasien. 

 Kesimpulan dari tingkat kepuasan pasien terhadap pelayanan 

kefarmasian di Apotik Indah Farma adalah sangat puas (81,87%) 
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PHARMACY  DEPARTMENT 
SCIENTIFIC PAPER, June 2020 
 
Rofita Bagariang 

Overview of Patients’ Satisfaction with Pharmaceutical Services at 
Indah Farma Dispensary 

x + 43 Pages, 6 Tables, 1 Figure, 3 Attachments 

 

ABSTRACT 

Satisfaction is a feeling of pleasure or disappointment from 
someone which appears after he compared the performance or product 
results he received with what he expected. This study aims to determine 
the level of patient satisfaction with prescription services at Indah Farma 
dispensary. 

This research is a descriptive survey study. The population in this 
study were all visitors of Indah Farma dispensary. The research samples 
were obtained through quota sampling technique. 

The following are the results of research on the level of customers’ 
satisfaction with pharmaceutical services at Indah Farma dispensary: the 
reliability dimension is in the very satisfactory category (79.2%), the 
responsiveness dimension is in the very satisfactory category (79.3%), the 
emphati dimension is in the category very satisfactory (82.8%) and the 
dimensions of tangible are in the very satisfactory category (86.8%). 
Pharmacists are advised to improve and maintain their services for 
customer satisfaction. 

This research concluded that the level of patient satisfaction with 
pharmacy services at Apotek Indah Farma was in the very satisfactory 
category (81.87%). 
 
Keywords: Quality, Satisfaction, Medicine, Consumer 
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