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ABSTRAK

Pelayanan kefarmasian adalah suatu pelayanan langsung dan bertanggung
jawab kepada pasien yang berkaitan dengan sediaan farmasi dengan maksud
mencapai hasil yang pasti untuk meningkatkan mutu kehidupan pasien. Kepuasan
konsumen sangat bergantung pada persepsi dan harapan konsumen itu sendiri.
Kepuasan pelanggan berkaitan dengan pelayanan kefarmasian yang dapat diukur
berdasarkan lima dimensi yaitu responsiveness (ketanggapan), reliability
(kehandalan), assurance (jaminan), emphaty (empati), tangible (bukti fisik). Tujuan
dilakukan penelitian ini di puskesmas pematang sidamanik adalah untuk menilai
kepuasan pasien terhadap pelayanan kefarmasian berdasarkan dimensi
ketanggapan, kehandalan, jaminan, empati, bukti fisik.

Jenis penelitian ini menggunakan metode deskriptif dengan menggunakan
lembar kuesioner. Populasi dalam penelitian ini adalah seluruh pasien rawat jalan
yang mengambil obat di Apotek Puskesmas Pamatang Sidamanik Kabupaten
Simalungun. Sample penelitian adalah 39 orang.

Hasil penelitian tentang tingkat kepuasan pasien di puskesmas pamatang
sidamanik kabupaten simalungun menunjukkan bahwa kategori tingkat kepuasan
terbesar yaitu pada dimensi bukti fisik sebanyak 83,48%, dimensi ketanggapan
sebanyak 82,25%, dimensi kepedulian sebanyak 80,41%, dimensi jaminan
sebanyak 80,30%, dimensi kehandalan sebanyak 78,66%.

Hasil data dapat disimpulkan bahwa tingkat pelayanan kefarmasian pada
pasien rawat jalan di Puskesmas Pamatang Sidamanik berdasarkan 5 dimensi
kualitas pelayanan adalah puas dengan persentase 81,55%

Kata kunci : Kepuasan, Pelayanan Kefarmasian, Puskesmas
Daftar Bacaan : 13 (2009-2019)
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ABSTRACT

Pharmacy services is a direct service and responds to the patient
associated with a pharmaceutical preparation to achieve results which is sure to
improve the patient's quality of life. Consumer satisfaction is very dependent on
the perceptions and expectations of the consumers themselves. Customer
satisfaction is related to pharmaceutical services which can be measured based
on five dimensions, namely responsiveness, reliability, assurance, empathy,
tangible.

The purpose of this research was carried out at Puskesmas Pematang
Sidamanik is to assess patient satisfaction with pharmaceutical services based on
the dimensions of responsiveness, reliability, assurance, empathy, tangible.

This type of research uses a descriptive method using a questionnaire
sheet. The population in this study were all outpatients who took medicine at the
Puskesmas Pamatang Sidamanik Pharmacy, Simalungun Regency. The research
sample was 39 people.

The results of the research on the level of patient satisfaction at the
Puskesmas Pamatang Sidamanik, Simalungun district showed that the category
of the greatest level of satisfaction was the physical evidence dimension as much
as 83.48%, the responsiveness dimension was 82.25%, the caring dimension was
80.41%, the guarantee dimension was 80, 30%, the dimension of reliability was
78.66%.

The results of the data can be concluded that the level of pharmacy service
for outpatients at Puskesmas Pamatang Sidamanik based on 5 dimensions of
service quality is satisfied with a percentage of 81.55%

Keywords : Pharmaceutical Services, Puskesmas
References : 13 (2009-2019)
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