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ABSTRAK

SURVEI KEPUASAN PASIEN TERHADAP PELAYANAN
KEFARMASIAN DI INSTALASI FARMASI RAWAT
JALAN DI RUMAH SAKIT MURNI TEGUH
MEDAN

Yusnita Putri Marpaung, Adhisty Nurpermatasari, Apt., M.Si
(Politeknik Kesehatan Kementerian Kesehatan Medan)
Email peneliti: mrsyusmita@gmail.com

Pelayanan kefarmasian memegang peran penting dalam mendukung mutu
layanan di rumah sakit. Salah satu indikator keberhasilan pelayanan ini adalah
tingkat kepuasan pasien. Penelitian ini bertujuan untuk mengetahui sejauh mana
tingkat kepuasan pasien terhadap pelayanan kefarmasian di Instalasi Farmasi Rawat
Jalan Rumah Sakit Murni Teguh Medan.

Penelitian menggunakan metode kuantitatif dengan desain survei deskriptif.
Lokasi penelitian berada di Rumah Sakit Murni Teguh Medan, dengan populasi
penelitian mencakup seluruh pasien non-BPJS yang menerima pelayanan
kefarmasian di instalasi tersebut. Jumlah sampel sebanyak 98 responden, yang
ditentukan menggunakan rumus Slovin. Data dikumpulkan melalui kuesioner berisi
pernyataan dengan skala Likert. Penilaian kepuasan didasarkan pada lima variabel,
yaitu bukti langsung, daya tanggap, jaminan, empati, dan kehandalan

Hasil penelitian menunjukkan bahwa tingkat kepuasan pasien terhadap
pelayanan kefarmasian berdasarkan dimensi bukti fisik langsung mencapai 87,6%
(sangat puas), daya tanggap 85,6% (puas), jaminan 85,7% (puas), empati 84,5%
(puas), dan kehandalan 88,1% (sangat puas).

Berdasarkan hasil penelitian, secara keseluruhan tingkat kepuasan pasien
rawat jalan terhadap pelayanan kefarmasian di Rumah Sakit Murni Teguh mencapai
86,3%, yang menunjukkan bahwa mayoritas pasien berada pada kategori sangat
puas terhadap pelayanan kefarmasian yang diberikan.

Kata kunci : Pelayanan, Kefarmasian, Pasien, Rawat Jalan

Vi


mailto:mrsyusmita@gmail.com

ABSTRACT

PATIENT SATISFACTION SURVEY ON PHARMACEUTICAL
SERVICES IN THE OUTPATIENT PHARMACY
INSTALLATION AT MURNI TEGUH
HOSPITAL MEDAN

Yusnita Putri Marpaung, Adhisty Nurpermatasari, Apt., M.Si.
Medan Health Polytechnic Of Ministry Of Health
Associate Degree Of Pharmacy

Email: mrsyusmitaw email.com

Pharmaccutical services play a crucial role in supporting the quality of
healthcare in hospitals. One indicator of the success of these services is the level of
patient satisfaction. This study aims to determine the extent of patient satisfaction
with pharmaceutical services in the Outpatient Pharmacy Installation at Murni
Teguh Hospital, Medan.

This research used a quantitative method with a descriptive survey design.
The rescarch was conducted at Mumi Teguh Hospital, Medan, with the rescarch
population including all non-BPIS patients receiving pharmaceutical services in the
installation. The sample size was 98 respondents, determined using the Slovin
formula. Data were collected through questionnaires containing statements with a
Likert scale. Satisfaction assessment was based on five variables: tangibles,
responsiveness, assurance, empathy, and reliability.

The results show that patient satisfaction with pharmaceutical services
based on the dimensions of tangibles reached 87.6% (very satisfied),
responsiveness 85.6% (satisfied), assurance 85.7% (satisfied), empathy 84.5%
(satisfied). and reliability 88.1% (very satisfied).

Based on the research findings, the overall satisfaction level of outpatient
patients with pharmaceutical services at Murni Teguh Hospital reached 86.3%,
indicating that the majority of patients are in the very satisfied category with the
pharmaceutical services provided.

Keywords: Service, Pharmacy, Patient, Outpatient
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