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ABSTRAK

GAMBARAN KEPUASAN PASIEN RAWAT JALAN TERHADAP
KUALITAS PELAYANAN KEFARMASIAN DI PUSKESMAS
SUMBUL KABUPATEN DAIRI

Erna Yanti Sinurat, Zulfa Ismaniar Fauzi, SE.,M.Si
(Politeknik Kesehatan Kementrian Kesehatan Medan)
Email sinuraternayanti@gmail.com

Kepuasan pasien adalah tingkat perasaan pasien setelah membandingkan
pelayanan yang diterima dengan harapan yang diinginkan. Kepuasan pasien
menjadi salah satu indikator penting dalam menilai kualitas pelayanan kefarmasian
di fasilitas kesehatan, termasuk di Puskesmas. Penelitian ini bertujuan untuk
mengetahui gambaran kepuasan pasien rawat jalan terhadap kualitas pelayanan
kefarmasian di Puskesmas Sumbul Kabupaten Dairi.

Penelitian ini menggunakan metode deskriptif dengan pendekatan
kuantitatif. Sampel penelitian sebanyak 83 responden yang dipilih menggunakan
teknik Accidental Sampling. Pengumpulan data dilakukan menggunakan kuesioner
berdasarkan lima dimensi kualitas pelayanan (SERVQUAL), yaitu Bukti fisik
(Tangible), Kehandalan (Reliability), Daya tanggap (Responsiveness), Jaminan
(4Assurance), dan Empati (Empathy). Analisis data dilakukan secara Univariat
dengan menggunakan Distribusi Frekuensi dan Persentase.

Hasil penelitian menunjukkan bahwa tingkat kepuasan pasien pada
dimensi Bukti fisik (7angible) diperoleh sebesar 85,6% dengan kategori Puas,
Kehandalan (Reliability) sebesar 79,4% dengan kategori Puas, Daya tanggap
(Responsiveness), sebesar 84,5% dengan kategori Puas, Jaminan (Assurance)
sebesar 88,4% dengan kategori Sangat Puas, dan Empati (Empathy) sebesar 90,0%
dengan kategori Sangat Puas.

Kesimpulan penelitian ini, Secara keseluruhan Tingkat kepuasan pasien
terhadap kualitas pelayanan kefarmasian di Puskesmas Sumbul Kabupaten Dairi
memperoleh persentase sebesar 85,5% dengan kategori Puas. Penelitian ini
menunjukkan bahwa tingkat kepuasan pasien terhadap pelayanan kefarmasian di
Puskesmas Sumbul Kabupaten Dairi berada pada kategori Puas.

Kata Kunci: Kepuasan Pasien, Kualitas Pelayanan Kefarmasian.
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ABSTRACT

OVERVIEW OF OUTPATIENT SATISFACTION WITH THE QUALITY
OF PHARMACEUTICAL SERVICES AT SUMBUL COMMUNITY
HEALTH CENTER, DAIRI REGENCY

Erna Yanti Sinurat, Zulfa Ismaniar Fauzi, S.E., M.Si.
Health Polytechnic of the Ministry of Health Medan
Email: sinuraternayanti@gmail.com

Patient satisfaction is defined as the level of patients' feelings after
comparing the healthcare services they receive with their expectations. Patient
satisfaction is an important indicator for assessing the quality of pharmaceutical
services provided by healthcare facilities, including Community Health Centers
(Puskesmas). This study aimed to describe the level of outpatient satisfaction with
the quality of pharmaceutical services at Sumbul Community Health Center, Dairi
Regency.

This study employed a descriptive quantitative research design. A total of
83 respondents were selected using the accidental sampling technique. Data were
collected using a questionnaire based on the five dimensions of service quality
(SERVQUAL): tangibles, reliability, responsiveness, assurance, and empathy. Data
were analyzed using univariate analysis through frequency distribution and
percentage.

The results showed that patient satisfaction with the pharmaceutical services
was categorized as satisfied for the tangibles dimension (85.6%), reliability
(79.4%), and responsivencss (84.5%). Meanwhile, the assurance dimension
achieved a satisfaction level of 88.4%, and the empathy dimension reached 90.0%,
both of which were catcgorized as very satisfied.

In conclusion, the overall level of outpatient satisfaction with the quality of
pharmaceutical services at Sumbul Community Health Center, Dairi Regency, was
85.5%, which falls within the satisfied category. These findings indicate that the
quality of pharmaceutical services provided by the Community Health Center has
generally met patients' expectations.

Keywords: Patient satisfaction, pharmaceutical service quality.
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