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ABSTRACT 
 

Pharmaceutical service standards are issued to guarantee the quality of 
pharmaceutical services to the public. The higher the demands of the community 
for the quality of services they obtain, the pharmacy staff must meet the changing 
and increasing demands of society. This study aims to determine the level of 
consumer satisfaction with pharmaceutical service quality at pharmacy of Medan 
City based on the dimensions of physical evidence, empathy, responsiveness, 
reliability and certainty. 

The population in this study were all citizen of Medan who had been 
consumers of pharmacies in the city of Medan. The sampling technique used 
quota sampling, namely by determining the number of samples. 

Based on the five dimensions of service quality determinants, the 
dimensions that have the highest to lowest satisfaction levels are as follows: 
physical evidence (87.52%), certainty (79.04%), responsiveness (78.52%), 
reliability (73, 52%) and empathy (72.32%). Overall the level of consumer 
satisfaction towards all dimensions of pharmaceutical services at pharmacy of 
Medan City, as many as 80.72% of respondents were satisfied, 12.32% of 
respondents were very satisfied, 6.96% of respondents were moderate satisfied, 
0.48% of respondents were poor satisfied and 0.08 % of respondents unsatisfied. 

The conclusion in this study is the score obtained from the level of 
consumer satisfaction with the quality of pharmacy services at pharmacy of 
Medan City is 5029 or 80.46% which means consumers are satisfied with the 
quality of pharmaceutical services at pharmacy of Medan City. 

 
Keywords : Satisfaction, Quality of Pharmaceutical Services, Pharmacy 
References : 12 (2009-2019) 
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ABSTRAK 

Standar pelayanan kefarmasian dikeluarkan untuk menjamin mutu 
pelayanan kefarmasian kepada masyarakat. Semakin tingginya tuntutan 
masyarakat terhadap kualitas pelayanan yang didapat, maka tenaga kefarmasian 
harus memenuhi tuntutan masyarakat yang terus berubah dan meningkat. 
Penelitian ini bertujuan untuk mengetahui tingkat kepuasan konsumen terhadap 
kualitas pelayanan kefarmasian di apotek Kota Medan berdasarkan dimensi bukti 
fisik, empati, cepat  tanggap, kehandalan dan kepastian. 

Populasi dalam penelitian ini adalah seluruh masyarakat Kota Medan 
yang pernah menjadi konsumen apotek di Kota Medan, teknik pengambilan 
sampel menggunakan quota sampling yaitu dengan menetapkan jumlah sampel. 

Berdasarkan lima dimensi penentu kualitas jasa, dimensi yang 
mempunyai nilai tingkat kepuasan tertinggi sampai terendah berturut-turut 
sebagai berikut: bukti fisik (87.52%), kepastian (79,04%), cepat tanggap 
(78,52%), kehandalan (73,52%) dan empati (72,32%). Secara keseluruhan 
tingkat keuasan konsumen terhadap semua dimensi pelayanan kefarmasian di 
apotek Kota Medan yaitu sebanyak 80,72% responden puas, 12,32% responden 
sangat puas, 6,96% responden cukup puas, 0,48% responden kurang puas dan 
0,08% responden tidak puas.  

Kesimpulan dalam penelitian ini adalah  skor yang diperoleh dari tingkat 
kepuasan konsumen terhadap kualitas pelayanan kefarmasisan di apotek Kota 
Medan adalah 5029 atau 80.46% yang berarti konsumen puas terhadap kualitas 
pelayanan  kefarmasian di apotek Kota Medan. 
 

 Kata kunci    : Kepuasan, Kualitas Pelayanan Kefarmasian, Apotek 
 Daftar bacaan  : 12 (2009-2019)  
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