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MEDAN HEALTH POLYTECHNICS OF MINISTRY OF HEALTH 
PHARMACY  DEPARTMENT 
SCIENTIFIC PAPER, 2020 
Rosmery Hutabarat 
 
Overview of Patients’ Satisfaction with Pharmaceutical Services at 
Dispensary of Prima Husada Cipta Hospital, Medan in 2020 
xii + 40 pages + 5 tables + 2 pictures + 7 attachments 
 

ABSTRACT 
Pharmaceutical services in hospitals have a strategic role as an effort to 

increase public confidence in hospitals. Suboptimal pharmaceutical services will 
have an impact on patient dissatisfaction. Patients will feel satisfied if they find 
similarities between the expectations and the reality of the services they get. This 
study aims to determine the description of patient satisfaction with 
pharmaceutical services at dispensary of Prima Husada Cipta Hospital Medan. 

This research is a descriptive analysis study that aims to find a picture of 
patients’ satisfaction with pharmaceutical services at dispensary of Prima Husada 
Cipta Hospital Medan. The research data were collected through questionnaires 
filled out by respondents, related to 5 service dimensions: reliability, assurance, 
tangible, empathy, and responsiveness. 

Through the data analysis and calculation, in each dimension the 
following percentage is obtained: tangible 74.28% in the satisfactory category, 
responsiveness 77.85% in the satisfactory category, assurance 77.14% in the 
satisfactory category, empathy 74.57% in the satisfactory category, and reliability 
75.57% in the satisfactory category. 

This study concludes that patients’ satisfaction with pharmaceutical 
services at dispensary of Prima Husada Cipta Hospital Medan pharmacy is in 
sufficient category.  
 
 
Keywords: prescription service, hospital, pharmacy, patients’ satisfaction 
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Gambaran Kepuasan Pasien Terhadap Pelayanan Resep Pada Apotek 
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ABSTRAK 

 
Pelayanan resep di rumah sakit mempunyai peranan strategis dalam 

upaya meningkatkan kepercayaan masyarakat kepada rumah sakit. Pelayanan 
resep yang kurang optimal dapat menyebabkan ketidakpuasan pasien. Pasien 
akan merasa puas apabila ada persamaan antara harapan dan kenyataan 
pelayanan yang diperoleh. Penelitian bertujuan untuk mengetahui gambaran 
kepuasan pasien terhadap pelayanan resep di Apotek Rumah Sakit Prima 
Husada Cipta Medan.  

Penelitian ini merupakan penelitian yang menggunakan pendekatan 
analisis deskriptif yang bertujuan untuk mengetahui gambaran kepuasan pasien 
terhadap pelayanan resep di Apotek Rumah Sakit Prima Husada Cipta Medan. 
Penelitian dilaksanakan melalui penyebaran kuesioner yang berisi lima dimensi 
yaitu reliability (kehandalan), assurance (keyakinan), tangible (berwujud), 
empathy (empati), responsiveness (cepat tanggap).  

Dari hasil perhitungan dan analisa data, pada masing-masing 
dimensi diperoleh prosentase sebagai berikut : tangible 74,28 % dengan kategori 
puas, responsiveness 77,85 % dengan kategori puas, assurance dengan 
presentase 77,14 % dengan kategori puas, empathy  74,57 % dengan kategori 
puas, dan reliability 75,57 % dengan kategori puas.  

Disimpulkan bahwa gambaran kepuasan pasien terhadap pelayanan 
resep di apotek Rumah Sakit Prima Husada Cipta Medan adalah cukup puas. 
 
Kata kunci : pelayanan resep, rumah sakit, apotek, kepuasan pasien 
Daftar bacaan : 13 (1991-2016) 
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