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ABSTRAK

GAMBARAN TINGKAT KEPUASAAN PASIEN RAWAT
JALAN TERHADAP PELAYANAN KEFARMASTIAN
DI PUSKESMAS KOLANG KECAMATAN
KOLANG TAPANULI TENGAH

Elsadday Geofanni Manik, Zulfa Ismaniar Fauzi, S.E., M.Si.
(Politeknik Kesehatan Kementerian Kesehatan Medan)
Email: elsaddaygeofannimanik@gmail.com

Pelayanan kefarmasian dapat didefinisikan sebagai seluruh bentuk layanan
atau program di bidang kesehatan yang ditujukan kepada individu maupun
kelompok masyarakat. Pelayanan tersebut diselenggarakan secara mandiri atau
melalui kerja sama dalam suatu organisasi dengan tujuan untuk mempertahankan
serta meningkatkan derajat kesehatan. Salah satu fasilitas yang berperan dalam
penyelenggaraan pelayanan kesehatan adalah Pusat Kesehatan Masyarakat
(Puskesmas). Penelitian ini bertujuan untuk mengetahui tingkat kepuasan pasien
rawat jalan terhadap pelayanan kefarmasian di Puskesmas Kolang Tapanuli
Tengah.

Metode ini menggunakan survei deskriptif dengan Teknik pengambilan
sampel accidental sampling, dan melibatkan 78 responden. Data yang dikumpulkan
menggunakan kuesioner yang sudah di validasi dan reabilitas.

Hasil penelitian menunjukkan tingkat kepuasan pasien rawat jalan pada
dimensi Bukti fisik diperoleh sebesar 95% dengan kategori sangat puas,
Kehandalan sebesar 99% dengan kategori sangat puas, Daya tanggap sebesar 99%
dengan kategori sangat puas, Jaminan sebesar 98% dengan kategori sangat puas,
dan Empati sebesar 99% dengan kategori sangat puas.

Kesimpulan dari peneliti bahwa Tingkat kepuasan pasien rawat jalan
terhadap pelayanan kefarmasian di Puskesmas Kolang pada lima dimensi (bukti
fisik, kehandalan, daya tanggap, jaminan, dan empati) sebesar 98% dengan
kategori sangat puas.

Kata kunci: Kepuasan Pasien, Pelayanan Kefarmasian, Puskesmas
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ABSTRACT

OVERVIEW OF OUTPATIENT SATISFACTION WITH
PHARMACEUTICAL SERVICES AT KOLANG
COMMUNITY HEALTH CENTER, KOLANG
DISTRICT, CENTRAL TAPANULI
REGENCY

Elsadday Geofanni Manik, Zulfa Ismaniar Fauzi, S.E., M.Si.
Medan Health Polytechnic of the Ministry of Health

Email: elsaddaygeofannimanik/a gmail com

Healthcare services encompass all forms of health-related programs and
services provided to individuals or communities with the aim of maintaining and
improving health status. These services may be delivered independently or
through collaborative efforts within healthcare organizations. One of the primary
healtheare facilitics responsible for providing such services in Indonesia is the
Community Health Center (Puskesmas). This study aimed to describe the level of
outpatient satisfaction with pharmaceutical services at Kolang Community Health
Center, Central Tapanuli Regency.

This study employed a descriptive survey design. A total of 78 respondents
were selected using the accidental sampling technique. Data were collected using
a validated and reliable questionnaire, The data were analyzed descriptively to
determine the level of patient satisfaction based on the five dimensions of service
quality.

The results showed that outpatient satisfaction with pharmaceutical
services was categorized as very satisfied across all five dimensions of service
quality. The tangible dimension achieved a satisfaction level of 95%, reliability
99%, responsiveness 99%, assurance 98%, and empathy 99%.

In conclusion, the overall level of outpatient satisfaction with
pharmaceutical services at Kolang Community Health Center, as measured across
the five service quality dimensions (tangibles, reliability, responsiveness,
assurance, and empathy), was 98%, indicating that patients were very satisfied
with the pharmaceutical services provided.

Keywords: Patient satisfaction, pharmaceutical services, Community Health
Center.
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