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ABSTRAK

HUBUNGAN TINGKAT KEPUASAN PASIEN TERHADAP
PELAYANAN KEFARMASIAN DI
RSU HKBP BALIGE

Jessika Anatassya Riana Nainggolan, Maya Handayani Sinaga, S.S., M.Pd.
Politeknik Kesehatan Kementerian Kesehatan Medan
Email: jessikanainggolan30@gmail.com

Pelayanan kefarmasian merupakan salah satu komponen penting dalam
pelayanan kesehatan yang berperan dalam meningkatkan mutu pelayanan rumah
sakit serta kepuasan pasien. Tingkat kepuasan pasien dapat digunakan sebagai
indikator untuk menilai kualitas pelayanan kefarmasian yang diberikan. Penelitian
ini bertujuan untuk mengetahui hubungan tingkat kepuasan pasien terhadap
pelayanan kefarmasian di Rumah Sakit Umum HKBP Balige berdasarkan lima
dimensi kualitas pelayanan, yaitu bukti fisik (fangible), kehandalan (reliability),
daya tanggap (responsiveness), jaminan (assurance), dan empati (empathy).

Penelitian ini menggunakan metode kuantitatif dengan pendekatan cross-
sectional. Data diperoleh melalui penyebaran kuesioner SERVQUAL kepada pasien
rawat jalan instalasi farmasi. Analisis data dilakukan secara univariat dan bivariat
menggunakan uji chi-square.

Hasil penelitian menunjukkan bahwa mayoritas responden berjenis kelamin
perempuan (59%), berusia 26-45 tahun (50,5%), memiliki tingkat pendidikan
SMA/sederajat (64%), dan bekerja sebagai wiraswasta (9.3%). Rata-rata tingkat
kepuasan pasien pada lima dimensi pelayanan kefarmasian sebesar 82,3% dan
termasuk kategori puas. Hasil uji Chi-Square menunjukkan bahwa dimensi
tangible, reliability, responsiveness, assurance, dan empathy memiliki hubungan
yang signifikan dengan tingkat kepuasan pasien, dengan nilai p-value < 0,001 (p <
0,05).

Kesimpulan penelitian ini adalah terdapat hubungan yang signifikan antara
kualitas pelayanan kefarmasian dan tingkat kepuasan pasien di RSU HKBP Balige
dengan nilai signifikansi (p-value) <0,001 (p<0,05). Semakin baik pelayanan
kefarmasian yang diberikan, semakin tinggi tingkat kepuasan pasien.

Kata kunci: pelayanan kefarmasian, kepuasan pasien, servqual.
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ABSTRACT

The Relationship Between Patient Satisfaction Level and
Pharmaceutical Services at HKBP General Hospital

Jessika Anatassya Riana Nainggolan, Maya Handayani Sinaga, S.S.,M.Pd
(Medan Health Polytechnic of the Ministry Of Health)

Email: jcssikanainggolan3 0@ gmail.com

Pharmaceutical services are an important component of healthcare services
that contribute to improving hospital service quality and patient satisfaction. Patient
satisfaction levels can be used as an indicator to assess the quality of pharmaccutical
services provided. This study aimed to determine the relationship between patient
satisfaction levels and pharmaceutical services at HKBP Balige General Hospital
based on five dimensions of service quality: tangibles, reliability, responsiveness,
assurance, and empathy.

This study used a quantitative method with a cross-sectional approach. Data
were obtained through the distribution of SERVQUAL questionnaires to outpatients
at the pharmacy installation. Data analysis was performed using univariate and
bivariate analyses with the Chi-square test.

The results showed that the majority of respondents were female (59%),
aged 2645 years (50.5%), had a senior high school/cquivalent cducation level
(64%), and worked as entrepreneurs (9.3%). The average patient satisfaction level
across the five dimensions of pharmaceutical services was 82.3%, categorized as
satisfied. The ChiSquare test results showed that the dimensions of tangibles,
reliability, responsivencss, assurance. and cmpathy had a significant rclationship
with patient satisfaction levels, with a p-value = 0.001 (p < 0.05).

The conclusion of this study is that there is a significant relationship between
pharmaceutical service quality and patient satisfaction levels at HKBP Balige
General Hospital, with a significance value (p-value) = 0.001 (p < 0.05). The better
the pharmaceutical services provided, the higher the evel of patient satisfaction.

Keywords: Pharmaccutical Services, Patient Satisfaction, Servqual
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