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ABSTRAK 

 

GAMBARAN TINGKAT KEPUASAN PASIEN TERHADAP 

PELAYANAN KEFARMASIAN DI KLINIK PRATAMA 

NUSANTARA 

 

Reza Aprilia 

Program Studi Diploma III Farmasi, STIKes Bhakti Husada Mulia Madiun 

Email : rzapriliaa@gmail.com 

  

Kepuasan pasien adalah hasil penilaian dalam bentuk respon emosional 

(perasaan senang atau puas) pada pasien karena terpenuhinya harapan atau 

keinginan dalam menggunakan dan menerima pelayan yang diberikan oleh 

farmasis. Kualitas kepuasan pasien bisa dievaluasi dari lima aspek meliputi 

kehandalan (reliability) yaitu kecepatan pelayanan di klinik, jaminan (Assurance) 

yaitu kualitas pelayanan di klinik, bukti fisik (tangibles) yaitu penampilan klinik 

yang meliputi sarana fisik, empati (Emphaty) yaitu perhatian untuk memahami 

kebutuhan pasien, dan ketanggapan (Responsiveness) yaitu keramahan petugas 

pada saat pelayanan.  

Penelitian ini menggunakan penelitian deskritif yang dilaksanakan pada 

tanggal 14-20 Mei 2025. Kepuasan pelayanan kefarmasian diukur dengan 

menggunkan kuesioner. Sampel yang digunakan adalah 94 responden yang 

memenuhi kreteria inklusi. Data yang diperoleh dari kuesioner di hitung 

presentase rata-rata kepuasan dan dikategorikan.  

Hasil penelitian menunjukkan bahwa kepuasan pasien berdasarkan Aspek 

reliability 85,63% dengan kategori sangat puas. Assurance 82,33% dengan 

kategori sangat puas. Tangibles 87,23% dengan kategori sangat puas. Emphaty 

81,27% dengan kategori sangat puas dan responsiveness 75,10%. Dari kelima 

aspek didapatkan skor rata-rata sebesar 87,58% dengan kategori Sangat Puas. 

Berdasarkan dari kajian data dan pembahasan, maka dapat ditarik kesimpulan 

bahwa pasien merasa puas dengan akan pelayanan yang diberikan oleh Instalasi 

Klinik Pratama Nusantara. 

 

Kata Kunci : Kepuasan Pasien, Pelayanan Kefarmasian  
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ABSTRACT 

 

OVERVIEW OF PATIENT SATISFACTION LEVEL WITH PHARMACY 

SERVICES AT PRATAMA NUSANTARA CLINIC 

 

Reza Aprilia 

Diploma III Pharmacy Study Program, STIKes Bhakti Husada Mulia Madiun 

Email : rzapriliaa@gmail.com 

 

 

Patient satisfaction is the result of an assessment in the form of an emotional 

response (feelings of pleasure or satisfaction) in patients due to the fulfillment of 

expectations or desires in using and receiving services provided by pharmacists.. 

The quality of patient satisfaction can be evaluated from five aspects including 

reliability (reliability) which is the speed of service at the clinic, assurance 

(assurance) which is the quality of service at the clinic, physical evidence 

(tangibles) which is the appearance of the clinic which includes physical facilities, 

empathy (empathy) which is attention to understanding patient needs, and 

responsiveness (responsiveness) which is the friendliness of officers during 

service. 

This study used a descriptive approach, conducted from May 14–20, 2025. 

Satisfaction with pharmaceutical services was measured using a questionnaire. 

The sample used was 94 respondents who met the inclusion criteria. The data 

obtained from the questionnaire were calculated as an average percentage of 

satisfaction and categorized. 

The results showed that patient satisfaction was based on aspects of 

reliability 85,63% with a satisfied category. Assurance 82,33% with a satisfied 

category. Tangibles 87,23% with a satisfied category. Emphaty 81,27% with a 

satisfied category and responsiveness 75,10%. Of the five aspects obtained an 

average score of 87,58% with a satisfied category. 

Based on the data review and discussion, it can be concluded that patients 

are satisfied with the services provided by the Nusantara Pratama Clinic. 

 

 

Keywords: Patient Satisfaction, Pharmaceutical Services 
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