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ABSTRAK

EVALUASI TINGKAT KEPUASAN PASIEN DALAM PELAYANAN
KEFARMASIAN DI PUSKESMAS SUMBERSARI

Dina Umi Lestari
Program Studi Diploma 3 Farmasi STIKES Bhakti HusadaMulia Madiun
Email: dhienaumie30@gmail.com

Pelayanan kefarmasian dilaksanakan di fasilitas atau tempat pelayanan
kesehatan seperti rumah sakit, apotek dan puskesmas. Puskesmas merupakan
salah satu fasilitas pelayanan kesehatan yang menyelenggarakan upaya kesehatan
masyarakat dan upaya kesehatan perseorangan tingkat pertama dengan lebih
mengutamakan upaya promotif dan preventif untuk mencapai derajat kesehatan,
kedua masyarakat yang setinggi-tingginya di wilayah kerjanya. Puskesmas
memiliki tiga fungsi pokok vyaitu sebagai pusat penggerak pembangunan
berwawasan kesehatan, pusat pemberdayaan masyarakat, dan pusat pelayanan
kesehatan tingkat pertama yang meliputi pelayanan kesehatan perorangan dan
pelayanan kesehatan masyarakat (Depkes RI, 2014).

Kepuasan pasien merupakan perasaan senang yang muncul di dalam diri
seorang setelah mendapat pelayanan yang diterima atau dialami secara langsung.
Salah satu model yang banyak dipakai untuk mengukur kepuasan pelanggan
adalah model SERVQUAL (Service Quality) dengan cara membuat survey
penilaian kepuasan pelanggan secara komprehensif bagi pelayanan di bidang
barang dan jasa yang mengutamakan aspek pelayanan. Analisis kepuasan
pelanggan dilakukan bedasarkan lima dimensi kualitas layanan, yakni
responsiveness, reliability, assurance, empathy, dan tangible. Berikut penjelasan
dari 5 Analisis Kepuasan Pelanggan yang dapat untuk digunakan dalam menilai
Kepuasan Pasien.

Berdasarkan hasil penelitian kepuasan pasien terhadap pelayanan
kefarmasian pada 91 pasien diketahui pada dimensi keandalan pasien merasa
sangat puas (88%), dimensi daya tanggap pasien merasa sangat puas (90%),
dimensi jaminan pasien merasa puas (78%),dimensi bukti langsung pasien
merasa sangat puas (94%) dan dimensi Empati merasa sangat puas (95%). Rata-
rata hasil kepuasan pasien di Instalasi Farmasi Rawat Jalan Puskesmas Sumbersari
Kabupaten Madiun 2021 pasien merasa sangat puas (89%). Saran dari penelitian
ini yaitu memperhatikan kualitas yang sudah baik tetap akan dipertahankan dan
yang masih kurang diperbaiki serta tetap mempertahankan sikap keramahan
kepada pasien.

Kata kunci : Kepuasan Pasien, Pelayanan Kefarmasian.
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ABSTRACT

EVALUATION OF PATIENT SATISFACTION LEVELS IN
PHARMACEUTICAL SERVICES AT PUSKESMAS SUMBERSARI

Dina Umi Lestari
Program Studi Diploma 3 Farmasi STIKES Bhakti HusadaMulia Madiun
Email: dhienaumie30@gmail.com

Pharmaceutical services are carried out in health service facilities or places
such as hospitals, pharmacies and health centers. Puskesmas is one of the health
service facilities that organizes public health efforts and first-level individual
health efforts by prioritizing promotive and preventive efforts to achieve the
highest level of health for the community in its work area. Puskesmas has three
main functions, namely as a center for driving health-oriented development, a
center for community empowerment, and a first-level health service center which
includes individual health services and community health services (Ministry of
Health of the Republic of Indonesia, 2014).

Patient satisfaction is a feeling of pleasure that arises within a person after
receiving services received or experienced directly. One model that is widely used
to measure customer satisfaction is the SERVQUAL (Service Quality) model by
creating a comprehensive customer satisfaction assessment survey for services in
the field of goods and services that prioritizes service aspects. Customer
satisfaction analysis is carried out based on five dimensions of service quality,
namely responsiveness, reliability, assurance, empathy and tangible. The
following is an explanation of 5 Customer Satisfaction Analyzes that can be used
to assess Patient Satisfaction.

Based on the results of research on patient satisfaction with pharmaceutical
services for 91 patients, it is known that in the reliability dimension, patients were
very satisfied (88%), in the patient responsiveness dimension, they were very
satisfied (90%), in the guarantee dimension, patients were satisfied (78%), in the
dimension of direct patient evidence. felt very satisfied (94%) and the Empathy
dimension felt very satisfied (95%). The average patient satisfaction results at the
Outpatient Pharmacy Installation at Sumbersari Community Health Center,
Madiun Regency in 2021, patients felt very satisfied (89%). The advice from this
research is to pay attention to quality that is already good and that which is still
lacking in improvement and to maintain a friendly attitude towards patients.

Keywords : Patient Satisfaction, Pharmaceutical Services.
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