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POLITEKNIK KESEHATAN KEMENKES MEDAN 

JURUSAN FARMASI 

KTI, JUNI 2022 

Kartika Ulina 

 
 
TINGKAT KEPUASAN PASIEN TERHADAP PELAYANAN KEFARMASIAN DI 
UPT PUSKESMAS BROMO KECAMATAN MEDAN DENAI  
Vii +  58 halaman, 7 tabel, 6 gambar, 8 lampiran. 
 
 

ABSTRAK 
 
 

Kepuasan merupakan bagian penting dalam pelayanan kefarmasian sebab 
kepuasan pasien menjadi tujuan pelayanan kefarmasian yang berguna untuk 
meningkatan mutu kehidupan pasien. Tujuan penelitian untuk mengetahui tingkat 
kepuasan pasien terhadap pelayanan kefarmasian di UPT Puskesmas Bromo 
Kecamatan Medan. 

Jenis penelitian ini adalah penelitian deskriptif. lokasi penelitian Di UPT 
Puskesmas Bromo. Populasi dalam penelitian adalah seluruh pasien yang 
mengambil obat di Apotek Puskesmas Bromo. Sampel penelitian ini adalah 86 
responden dari menggunakan rumus. Metode pengumpulan data dalam bentuk 
pernyataan skala Likert. metode pengukuran berdasarkan lima variabel bukti fisik, 
jaminan, kehandalan, empati, daya tangkap. 

Hasil penelitian menunjukkan kepuasan pasien berdasarkan bukti fisik 
adalah 74,79% (Puas), jaminan adalah 84,88% (Puas), kehandalan adalah 
75,39% (Puas), empati adalah 75,48% (Puas), dan daya tangkap 76,27% (Puas). 

Dapat disimpulkan bahwa tingkat kepuasan pasien terhadap pelayanan 
kefarmasian di Apotek Puskesmas Bromo yakni 76,74% (Puas) yang menunjukan 
bahwa secara keseluruhan pasien merasakan puas terhadap pelayanan yang 
diberikan. 

 
Kata kunci : Kepuasan, Pasien, Pelayanan, Kefarmasian, Puskesmas 
Daftar bacaan : 16 (2014-2022) 
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MEDAN HEALTH POLYTECHNICS OF MINISTRY OF HEALTH 
PHARMACY  DEPARTMENT 
 
SCIENTIFIC PAPER, JUNE 2022 

Kartika Ulina 

LEVEL OF PATIENT SATISFACTION WITH PHARMACY SERVICES AT 
TECHNICAL IMPLEMENTATION UNIT of BROMO HEALTH CENTER, MEDAN 
DENAI DISTRICT  

Vii + 58 pages, 7 tables, 6 pictures, 8 attachments. 

ABSTRACT 

Patient satisfaction is important in pharmaceutical services because in this way the 
quality of patient life can be increased. The purpose of this study was to determine 
the level of patient satisfaction with pharmacy services at Technical 
implementation Unit of Bromo Public Health Center, Medan Denai District. 

This study is a descriptive study that examined 86 samples from a population 
consisting of all patients who took drugs at Pharmacy Installation of Bromo Health 
Center, and was carried out at the Health Center. Research data were collected in 
the form of statements using a Likert scale based on five patient satisfaction 
variables: tangibility, assurance, reliability, empathy, and responsiveness. 

Through the study, the results of patient satisfaction were as follows: based on the 
tangibility dimension, 74.79% of patients were satisfied; based on the assurance 
dimension 84.88% of patients were satisfied; based on the reliability dimension 
75.39% of patients were satisfied; based on the dimensions of empathy 75.48% of 
patients were satisfied; and based on the dimension of responsiveness 76.27% of 
patients were satisfied. 

This study concludes that the level of patient satisfaction with pharmaceutical 
services at Pharmacy Installation of Bromo Health Center is 76.74% satisfied, 
which means that overall patients are satisfied with the services they receive. 

 

Keywords : Satisfaction, Patient, Service, Pharmacy, Health Center 

References : 16 (2014-2022) 
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