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CONSUMER SATISFACTION LEVEL OF 

PHARMACEUTICAL SERVICES AT HIDAYAT PHARMACY, 

GRESIK DISTRICTS 

 
ALERISKY HENDAR MUHARTO 

 
 

ABSTRACT 

 
 

Patient satisfaction is one of the benchmarks for assessing professional services from the 

quality of pharmaceutical services. Based on initial observations at Hidayat Pharmacy, 

there are many patients who wait a long time due to the lack of staff. In addition, the 

available parking space is also inadequate. Therefore, it is necessary to conduct research to 

determine the level of patient satisfaction with pharmaceutical services at Hidayat 

Pharmacy. This study aims to determine the percentage of patient satisfaction with services 

at Hidayat Pharmacy. The research method used was descriptive qualitative using a 

questionnaire given to 95 respondents. The results showed that patient satisfaction was 

based on the dimensions of service quality on the reliability dimension with the satisfied 

category (74%), the responsiveness dimension with the satisfied category (75 %), on the 

dimension of assurance (assurance) category of satisfaction (73%), dimension of empathy 

(empaty) with the category of satisfaction (73.4%), and tangible (tangible) with the 

category of satisfaction (75%). Based on the five dimensions, the results obtained were 

74% in the satisfied category which showed that patients were satisfied with 

pharmaceutical services at Hidayat Pharmacy 

Keywords:patient Satisfaction ,Pharmaceutical Service 
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TINGKAT KEPUASAN KONSUMEN TERHADAP 

PELAYANAN KEFARMASIAN Di APOTEK HIDAYAT 

KABUPATEN GRESIK 

 
ALERISKY HENDAR MUHARTO 

 
 

ABSTRAK 

 
Kepuasan pasien menjadi salah satu tolak ukur untuk menilai layanan profesional dari mutu 

pelayanan kefarmasian. Berdasarkan observasi awal di Apotek Hidayat, terdapat banyak 

pasien yang menunggu lama  karena kurangnya jumlah pegawai. Selain itu, tempat parkir 

yang tersedia juga belum memadai . Oleh karena itu, perlu dilakukan penelitian untuk 

mengetahui tingkat kepuasan pasien terhadap pelayanan  kefarmasian di Apotek 

Hidayat.Penelitian ini bertujuan untuk mengetahui persentase kepuasan pasien terhadap 

pelayanan di Apotek Hidayat . Metode penelitian yang digunakan adalah                 deskriptif 

kualitatif dengan menggunakan kuesioner yang diberikan kepada 95 responden .Hasil 

penelitian menunjukkan bahwa kepuasan pasien berdasarkan dimensi kualitas pelayanan 

pada dimensi kehandalan (reliability) dengan kategori puas (74%), dimensi ketanggapan 

(responsiveness) dengan kategori puas (75%), pada dimensi jaminan (assurance) kategori 

puas (73%), dimensi empati (empaty) dengan kategori puas (73,4%), dan berwujud 

(tangible) dengan kategori puas (75%). Berdasarkan kelima dimensi didapatkan hasil 74% 

dengan kategori puas yang menunjukkan bahwa pasien merasa puas dengan pelayanan 

kefarmasian di Apotek Hidayat 

Kata kunci : Kepuasan pasien, pelayanan kefarmasian. 
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