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ABSTRAK

GAMBARAN TINGKAT KUALITAS PELAYANAN KEFARMASIAN
TERHADAP KEPUASAN PASIEN RAWAT JALAN DI PUSKESMAS
GUNTING SAGA KABUPATEN LABUHANBATU UTARA

Anisatul Adilah, Zulfa Ismaniar Fauzi, SE., M.Si
Politeknik Kesehatan Kementrian Kesehatan Medan
Email : dilasatu97@gmail.com

Pelayanan kefarmasian merupakan salah satu komponen penting dalam
pelayanan kesehatan yang berperan dalam meningkatkan kepuasan pasien.
Kepuasan pasien menjadi indikator keberhasilan pelayanan yang diberikan oleh
fasilitas kesehatan, termasuk Puskesmas. Penelitian ini bertujuan untuk mengetahui
gambaran tingkat kualitas pelayanan kefarmasian terhadap kepuasan pasien rawat
jalan di Puskesmas Gunting Saga Kabupaten Labuhanbatu Utara.

Jenis penelitian yang digunakan adalah deskriptif dengan pendekatan
kuantitatif. Populasi dalam penelitian ini berjumlah 705 pasien, dengan jumlah
sampel sebanyak 88 responden yang diambil menggunakan teknik accidental
sampling. Pengumpulan data dilakukan menggunakan kuesioner dengan skala
Likert. Analisis data dilakukan secara univariat untuk melihat distribusi frekuensi
dan persentase tingkat kepuasan pasien berdasarkan lima dimensi kualitas
pelayanan, yaitu daya tanggap, kehandalan, jaminan, empati, dan bukti fisik.

Hasil penelitian menunjukkan bahwa tingkat kualitas pelayanan kefarmasian
terhadap kepuasan pasien rawat jalan di Puskesmas Gunting Saga Kabupaten
Labuhanbatu Utara pada dimensi daya tanggap sebesar 89% (sangat puas),
kehandalan 85% (puas), jaminan 87% (sangat puas), empati 86% (sangat puas), dan
bukti fisik 85% (puas).

Kesimpulan dari penelitian ini adalah tingkat kualitas pelayanan kefarmasian
terhadap kepuasan pasien berada dalam kategori sangat puas yaitu 86%.

Kata kunci: Kualitas Pelayanan Kefarmasian, Kepuasan Pasien, Puskesmas
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ABSTRACT

OVERVIEW OF THE QUALITY OF PHARMACEUTICAL SERVICES
ON OUTPATIENT SATISFACTION AT GUNTING SAGA
COMMUNITY
HEALTH CENTER, NORTH LABUHANBATU REGENCY

Anisatul Adilah, Zulfa Ismaniar Fauzi, S.E., M.Si..
Mecdan Health Polytechnic of the Ministry of Health
Email: dilasatu97@gmail.com

Pharmaceutical services are an essential component of healthcare services
that contribute to improving paticnt satisfaction. Patient satisfaction serves as an
indicator of the quality and success of healthcare services provided by healthcare
facilities, including community health centers. This study aimed to describe the
quality of pharmaceutical services in relation to outpatient satisfaction at Gunting
Saga Community Health Center, North Labuhanbatu Regency.

This study employed a descriptive quantitative research design. The study
population consisted of 705 patients, with a sample of 88 respondents selected using
the accidental sampling technique. Data were collected using a structured
questionnaire with a Likert scale. Data were analyzed using univariate analysis to
determine the frequency distribution and percentage of patient satisfaction based
on the five dimensions of service quality: responsiveness, reliability, assurance,
empathy, and tangibles.

The results showed that the quality of pharmaceutical services based on
patient satisfaction at Gunting Saga Community Health Center was rated as
follows: responsiveness, 89% (very satisfied); reliability, 85% (satisfied);
assurance, 87% (very satisfied); empathy, 86% (very satisfied); and tangibles, 85%
(satisfied).

In conclusion, the overall quality of pharmaceutical services based on
outpatient satisfaction was categorized as very satisfactory, with an overall
satisfaction level of 86%.

Keywords: Pharmaceutical Scrvice Quality, Patient Satisfaction, Community
Health Center.
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