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PROFIL KEPUASAN PASIEN TERHADAP PELAYANAN 

KEFARMASIAN DI APOTEK SEKARAN 

 

ISTIANA 

 

ABSTRAK 

  

Kepuasan pasien pada pelayanan di apotek sangat berpengaruh pada pola 

pikir perilaku setelah membandingkan dengan apa yang menjadi harapannya. 

Apabila pasien merasa puas atas pelayanan yang diberikan apotek, maka besar 

kemungkinan untuk kembali dan cenderung akan memberikan referensi yang baik 

terhadap kepada orang lain. Berdasarkan hasil survei pendahuluan di Apotek 

Sekaran, kurang mencukupinya lahan parkir di apotek. Selain itu, banyak terlihat 

pasien yang menunggu pelayanan sambil berdiri dan adanya keluhan pasien 

terkait ketidaktersedianya beberapa obat yang mereka butuhkan. Oleh karena itu, 

tujuan penelitian ini untuk mengetahui profil kepuasan pasien terhadap pelayanan 

kefarmasian di Apotek Sekaran. Penelitian ini merupakan penelitian deskriptif 

kuantitatif dengan menggunakan metode survei. Data penelitian adalah berupa 

data primer. Instrumen yang digunakan adalah kuesioner yang dibagikan secara 

langsung kepada responden untuk diisi dan dijawab. Sampel ditentukan dengan 

menggunakan teknik purposive sampling. Hasil penelitian menunjukkan bahwa 

dimensi tangible dikategorikan puas (78,83%), dimensi reliability dikategorikan 

sangat puas (87,79%), dimensi responsiveness dikategorikan sangat puas 

(84,04%), dimensi assurance dikategorikan sangat puas (85,63%), dan dimensi 

emphaty dikategorikan sangat puas (88,63%). Rata-rata tingkat kepuasan dari 

kelima dimensi adalah sebesar (84,98%) menunjukkan pasien merasa sangat puas 

terhadap pelayanan kefarmasian di Apotek Sekaran. 

 

Kata Kunci : Apotek, kepuasan, pelayanan kefarmasian. 
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PROFILE OF PATIENT SATISFACTION WITH 

PHARMACEUTICAL SERVICES AT THE SEKARAN 

PHARMACY 

 

ISTIANA 

 

ABSTRACT 

 

Patient satisfaction in services at the pharmacy is very influential on the 

mindset of behavior after comparing it with what is expected. If the patient is 

satisfied with the services provided by the pharmacy, it is likely to return and tend 

to provide good references to others. Based on the results of a preliminary survey 

at the Sekaran Pharmacy, there is not enough parking space at the pharmacy. In 

addition, many patients were seen waiting for services while standing and there 

were patient complaints related to the unavailability of some of the medicines they 

needed. Therefore, the purpose of this study was to determine the profile of 

patient satisfaction with pharmaceutical services at Apotek Sekaran. This research 

is a quantitative descriptive study using a survey method. Research data is in the 

form of primary data. The instrument used was a questionnaire which was 

distributed directly to respondents to be filled out and answered. The sample was 

determined using purposive sampling technique. The results showed that the 

tangible dimension was categorized as satisfied (78.83%), the reliability 

dimension was categorized as very satisfied (87.79%), the responsiveness 

dimension was categorized as very satisfied (84.04%), the assurance dimension 

was categorized as very satisfied (85.63%), and the empathy dimension was 

categorized as very satisfied (88.63%). The average level of satisfaction from the 

five dimensions is (84.98%) indicating that patients are very satisfied with 

pharmaceutical services at Apotek Sekaran. 

 

Keywords : Pharmacy, satisfaction, pharmaceutical services.  
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