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ABSTRAK

Apotek adalah sarana pelayanan kefarmasian yang tempat dilakukan
praktik kefarmasian oleh apoteker.Salah satu indikator untuk mengukur
keberhasilan pelayanan kefarmasian di apotek adalah dengan studi kepuasan
pasien.Kepuasan tercapai apabila jasa dan produk yang dipilih dapat memenuhi
atau melebihi harapan pasien. Tujuan penelitian adalah untuk mengetahui
tingkat kepuasan pasien terhadap kualitas pelayanan kefarmasian di Apotek
Kimia Farma No.29 Pematangsiantar.

Jenis penelitian ini survey deskriptif. Metode pengumpulan data yang
dilakukan adalah survey dengan memberikan kuesioner kepada responden.
Populasi pada penelitian ini adalah seluruh pasien tunai yang datang ke apotek
Kimia Farma No.29 Pematangsiantar pada waktu peneliti melakukan penelitian

Hasil penelitian dari 100 responden berdasarkan dimensi pelayanan
kefarmasian di apotek Kimia Farma No. 29 Pematangsiantar : Dimensi A
(fasilitas pelayanan apotek) puas (79,4%), dimensi B (kehandalan petugas
farmasi) puas (79,32%), dimensi C (ketanggapan petugas apotek) sangat puas
(80,73%), dimensi d (kepastian petugas apotek) sangat puas 80,45%, dimensi E
(empati petugas apotek) sangat puas 81,53%.Dimensi yang memiliki tingkat
kepuasan tertinggi adalah dimensi empati petugas dan yang terendah adalah
dimensi kehandalan petugas.

Kesimpulan hasil penelitian terhadap layanan kefarmasian diapotek Kimia
Farma No0.29 Pematangsiantar diperoleh interprestasi sangat puas dengan
persentase (80,214%)

Kata kunci: Apotek, Dimensi kualitas layanan, kepuasan pasien.
Daftar bacaan : 11(2010-2017)
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ABSTRACT

Pharmacy is a pharmaceutical service facility that functions as a
pharmacy practice by a pharmacist. One indicator to measure the success of
pharmaceutical services at a pharmacy is to conduct a customer satisfaction
study. Satisfaction is achieved if the service or product selected can meet or even
exceed customers’ expectations. This study aims to determine the level of
patients’ satisfaction with the quality of pharmaceutical services at dispensary of
Kimia Farma No.29 Pematangsiantar.

This research is a descriptive survey study. The data collection was
carried out through surveys by distributing questionnaires to the respondents.
The population in this study were all customers who visited the dispensary of
Kimia Farma No.29 Pematangsiantar at the time of the study.

The following are the results of a study of 100 respondents based on the
dimensions of pharmaceutical services at dispensary of Kimia Farma No. 29
Pematangsiantar: dimension A (pharmacy service facility) is in the
satisfactorycategory (79.4%), dimension B (reliability of the pharmacist) is in the
satisfactorycategory (79.32%), dimension C (responsiveness of pharmacy officer)
is in the very satisfactorycategory (80.73%), D dimension (pharmacy officer
assurance) was in the very satisfactorycategory 80.45%, the E dimension
(pharmacy officer empathy) was in the very satisfactorycategory 81.53%. The
dimension given the highest level of satisfaction is the empathy dimension while
the lowest is the officer reliability dimension.

This study concludes that pharmaceutical services at dispensary of Kimia
Farma No.29 Pematangsiantar are in the very satisfactorycategory (80.214%)

Keywords: Pharmacy, Dimensions of service quality, patients’ satisfaction.
References: 11 (2010-2017)
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