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ABSTRAK 

 

 

TINGKAT KEPUASAN PASIEN TERHADAP PELAYANAN 

 OBAT BEBAS TERBATAS DI APOTEK AJI WARAS  

KOTA MADIUN 

 

Diyan Dwi Nuraini  

Program Studi Diploma III Farmasi, Stikes Bhakti Husada Mulia Madiun 

Email : dyannurainy@gmail.com 

 

Pelayanan obat bebas terbatas mengacu kepada langkah untuk memuaskan 

kebutuhan pelanggan dan ketepatan penyampaian menyeimbangkan ekspektasi 

pelanggan. Jika jasa pelayanan obat bebas terbatas yang dirasakan ataupun 

diterima selaras dengan yang diekspektasikan, sehingga mutu jasa pelayanan obat 

bebas terbatas dianggap memuaskan. Kualitas jasa pelayanan obat bebas terbatas 

yang ideal dapat diartikan sebagai jasa pelayanan obat bebas terbatas yang 

diterima sesuai harapan konsumen yaitu berdasarkan dimensi kehandalan 

(reliability), dimensi jaminan (assurance), dimensi bukti langsung (tangible), 

dimensi empati (emphaty), dan dimensi ketanggapan (responsiveness). Tujuan 

dari penelitian ini untuk mengetahui tingkat kepuasan terhadap pelayanan obat 

bebas terbatas di Apotek Aji Waras Kota Madiun.  

 Hasil uji validitas dengan tingkat signifikansi 0,05 sehingga jika r hitung ≥ 

0,361 maka kuisioner dinyatakan valid dan penelitian dapat dilanjutkan. Hasil uji 

reliabilitas dalam penelitian ini mendapatkan nilai alpa 0,727 > 0,6 sehingga 

seluruh item kuesioner dinyatakan memiliki reliabilitas yang kuat. Metode 

penelitian yang akan digunakan adalah penelitian deskriptif dengan desain 

rancangan cross sectional di Apotek Apotek Aji Waras Kota Madiun. Teknik 

pengambilan sampel dilakukan secara non probability sampling. Hasil penelitian 

ini terdapat 91 sampel pasien yang memenuhi kriteria inklusi. Data yang diperoleh 

dari kuesioner di hitung presentase rata-rata kepuasan responden dan di 

kategorikan Tidak puas, Puas, dan Sangat Puas. 

 Hasil penelitian menunjukkan bahwa kepuasan responden berdasarkan  

dimensi kehandalan (reliability) dengan kategori sangat puas 91%, dimensi 

kepastian (assurance) dengan kategori sangat puas 93,6%, dimensi berwujud 

(tangible)  dengan kategori sangat puas 96%, pada dimensi empati (empaty) 

dengan kategori sangat puas 90%, dan dimensi ketanggapan (responsiveness) 

dengan kategori  sangat puas 91%. Dari kelima dimensi didapatkan hasil 

persentase 92,2% dengan kategori sangat puas. 

 

Kata Kunci  : Apotek, Kepuasan pasien, pelayanan informasi obat bebas terbatas 

apotek. 
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ABSTRACT 

 

PATIENT SATISFACTION LEVEL WITH LIMITED OVER-THE-

COUNTER DRUG SERVICES AT AJI WARAS PHARMACY, MADIUN CITY 

 

Diyan Dwi Nuraini  

Diploma III Pharmacy Program, STIKes Bhakti Husada Mulia Madiun 

Email : dyannurainy@gmail.com 

 

 

Limited drug-free service refers to measures to satisfy customer needs and 

delivery accuracy balances customer expectations. If a limited free drug service is 

perceived or received in accordance with what is expected, then the quality of the 

limited free medicine service is considered satisfactory. The ideal quality of a 

limited free drug service can be understood as the limited free medicine service 

that is accepted according to consumer expectations based on the reliability, 

assurance, tangible, empathy and responsiveness dimensions. (responsiveness). 

The purpose of this study is to find out the level of satisfaction with the limited 

free drug service in the Aji Waras Pharmacy of the City of Madiun. 

The results of the validity test are with a significance level of 0.05 so that if 

the calculated r is ≥ 0.361 then the questionnaire is declared valid and the 

research can continue. The results of the reliability test in this study obtained an 

alpha value of 0.727 > 0.6 so that all questionnaire items were declared to have 

strong reliability. The research method that will be used is descriptive research 

with a cross sectional design at the Aji Waras Pharmacy, Madiun City. The 

sampling technique was carried out using non-probability sampling. The results 

of this study were 91 patient samples who met the inclusion criteria. The data 

obtained from the questionnaire calculated the average percentage of 

respondents' satisfaction and categorized them as Dissatisfied, Satisfied and Very 

Satisfied. 

 The results of the research show that respondent satisfaction is based on 

the reliability dimension with a very satisfied category of 91%, the assurance 

dimension with a very satisfied category of 93.6%, the tangible dimension with a 

very satisfied category of 96%, on the dimension of empathy (empathy). ) with a 

very satisfied category of 90%, and the responsiveness dimension with a very 

satisfied category of 91%. From the five dimensions, a percentage result of 92.2% 

was obtained in the very satisfied category. 

 

Keywords :  Pharmacy, patient satisfaction, 
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