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PROFIL KEPUASAN PASIEN TERHADAP PELAYANAN
KEFARMASIAN SELAMA COVID-19 DI APOTEK ZAFF
FARMA GRESIK

ENNI NOVRIANTI
ABSTRAK

Pelayanan kefarmasian dikatakan berkualitas, apabila pengguna pelayanan jasa
merasakan puas atas pelayanan kefarmasian yang diterima dengan standar yang
telah ditetapkan. Apotek Zaff Farma adalah salah satu usaha milik perorangan
yang berada di JI. KH. Syafi’i No. 7D Gresik dan berdiri sejak tanggal 15 Maret
2020. Sebagai upaya untuk meningkatkan pelayanan kefarmasian di Apotek Zaff
Farma selama pandemi COVID-19, maka perlu dilakukan evaluasi dengan melihat
profil kepuasan konsumen terhadap pelayanan kefarmasian selama pandemi
COVID-19. Tujuan dari penelitian ini adalah untuk mengetahui pelayanan
kefarmasian selama pandemi COVID-19 di Apotek Zaff Farma. Penelitian ini
merupakan penelitian non eksperimental dengan metode survei menggunakan
analisa data secara deskriptif kuantitatif. Populasi dalam penelitian ini adalah
seluruh konsumen yang menebus obat di Apotek Zaff Farma pada bulan Maret
2022. Berdasarkan data kunjungan yang diperoleh dari catatan jumlah kunjungan
harian pada bulan November 2021-Januari 2022, terdapat 4.221 orang yang
menebus obat di Apotek Zaff Farma. Pengambilan sampel menggunakan teknik
accidental sampling. Sampel pada penelitian ini dihitung berdasarkan rumus
slovin dengan rata-rata per bulan jumlah kunjungan konsumen pada bulan
November 2021-Januari 2022 sebanyak 1.407 dan diperoleh sebanyak 93
responden pada bulan Maret 2022. Adapun hasil penelitian menunjukan profil
kepuasan konsumen sebesar 88,5% dengan klasifikasi sangat puas.

Kata kunci: Apotek, kepuasan konsumen, pelayanan kefarmasian, Zaff Farma.
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PROFILE OF PATIENT SATISFACTION WITH
PHARMACEUTICAL SERVICES DURING COVID-19 AT
APOTEK ZAFF FARMA GRESIK

ENNI NOVRIANTI

ABSTRACT

Pharmaceutical services are said to be of high quality, if service users feel
satisfaction with pharmaceutical services received with predetermined standards.
Zaff Farma Pharmacy is one of the privately owned businesses located on JI. KH.
Shafi'i No. 7D Gresik and was established on March 15, 2020. As an effort to
improve pharmaceutical services at Zaff Farma Pharmacy during the COVID-19
pandemic, it is necessary to evaluate by looking at the profile of consumer
satisfaction with pharmaceutical services during the COVID-19 pandemic. The
purpose of this study was to determine pharmaceutical services during the
COVID-19 pandemic at Zaff Farma Pharmacy. This research is a non-
experimental research with a survey method using descriptive quantitative data
analysis. The population in this study were all consumers who redeemed drugs at
Zaff Farma Pharmacy in March 2022. Based on visit data obtained from records
of daily visits in November 2021-January 2022, there were 4,221 people who
redeemed drugs at Zaff Farma Pharmacy. Sampling using accidental sampling
technique. The sample in this study was calculated based on the slovin formula
with an average monthly number of consumer visits in November 2021-January
2022 as many as 1,407 and obtained as many as 93 respondents in March 2022.
The results of the study show a consumer satisfaction profile of 88.5% with
classification very satisfied.

Keywords: Pharmacies, customer satisfaction, pharmaceutical services, Zaff
Farma.
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