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ABSTRAK

Nama : Sri Wangi Ramadhani
Program Studi : S1 - Farmasi
Judul Skripsi : Evaluasi Tingkat Kepuasan Pasien Terhadap Pelayanan

Kefarmasian Di Instalasi Farmasi Rawat Jalan Rsud Sultan
Imanuddin Pangkalanbun

Pelayanan Kefarmasian adalah pelayanan langsung dan bertanggung jawab kepada
pasien yang berkaitan dengan sediaan farmasi dengan maksud mencapai hasil yang
pasti untuk meningkatkan mutu kehidupan pasien (Permenkes no. 72 tahun 2016).
Pelayanan kefarmasian dapat dikatakan berkualitas, apabila pengguna pelayanan
jasa merasakan pelayanan sesuai yang diharapkan. Tujuan penelitian yang akan
dicapai ialah untuk mengetahui karateristik pasien, mengukur tingkat kepuasan
pasien dan untuk mengetahui pemenuhan indikator mutu RSUD terkait kepuasan
pasien terhadap pelayanan kefarmasian di Instalasi farmasi Rawat Jalan. Untuk
Mengukur kepuasan pasien di instalasi farmasi dapat dilakukan melalui berbagai
metode, seperti survei kepuasan pelanggan, wawancara, dan analisis umpan balik
pelanggan. Penelitian ini merupakan jenis penelitian kuantitatif desain cross-
sectional. Intrumen penelitian menggunakan kuisioner kepuasan. Hasil kuesioner
di ukur menggunakan skala Likert. Sampel penelitian sebanyak 100 pasien.
Berdasarkan penilaian Analisis secara keseluruhan menyatakan: (1) karateristik
pasien dibagi menjadi jenis kelamin, usia, pendidikan terakhir, pekerjaan dan
penghasilan (2) Kehandalan (87,15%), Bukti lansung (89,35%), Ketanggapan
(87,43%), Ketersediaan (85,4%), Empati (87,5%). presentase rata-rata kelima
dimensi yaitu 87,36%. (3) indikator mutu pada pelayanan Instalasi Farmasi Rawat
Jalan RSUD Sultan Imanuddin sudah mencapai target.

Kata kunci: Instalasi Farmasi, Kepuasan Pasien, Pelayanan Kefarmasian
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ABSTRACT

Name : Sri Wangi Ramadhani
Study Program : S1 - Farmasi
Title . Evaluation of Patient Satisfaction Levels Towards

Pharmaceutical Services at the Outpatient Pharmacy
Installation of Sultan Imanuddin Hospital, Pangkalanbun’

Pharmaceutical Services are direct and responsible services to patients related to
pharmaceutical preparations with the aim of achieving definite results to improve
the quality of life of patients (Minister of Health Regulation no. 72 of 2016).
Pharmaceutical services can be said to be of quality if service users feel the service
as expected. The objectives of the study to be achieved are to determine patient
characteristics, measure patient satisfaction levels and to determine the fulfillment
of quality indicators of regional hospitals related to patient satisfaction with
pharmaceutical services in the Outpatient Pharmacy Installation. To measure
patient satisfaction in the pharmacy installation can be done through various
methods, such as customer satisfaction surveys, interviews, and customer feedback
analysis. This study is a type of quantitative research with a cross-sectional design.
The research instrument uses a satisfaction questionnaire. The results of the
questionnaire are measured using a Likert scale. The research sample was 100
patients. Based on the overall analysis assessment, it states: (1) patient
characteristics are divided into gender, age, last education, job and income (2)
Reliability (87.15%), Direct evidence (89.35%), Responsiveness (87.43%),
Availability (85.4%), Empathy (87.5%). The average percentage of the five
dimensions is 87.36%. (3) quality indicators in the Outpatient Pharmacy
Installation service at Sultan Imanuddin Hospital have reached the target.

Keywords: Pharmaceutical Installation, Patient Satisfaction, Pharmaceutical
Services
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